
2. For each reason listed above, answer the following questions: 
 

 >  Do you offer any self-service options for this activity? Could you?

 >  How could you use SMS for this activity?

 >  Would providing an SMS application for this activity improve resolution times? 

 >  Could an SMS application improve efficiencies and/or reduce costs?

Jot down your notes and insights below:

Forward-thinking companies are always finding innovative ways to to revolutionize the customer 
experience provided by today’s contact centers. Adding text messaging, or SMS, is a simple, yet 
cost-effective way to do just that. The trick is to come up with applications that make sense for your 
business, your customer base and your bottom line.

If you’re looking to increase customer engagement and differentiate your business, use this worksheet 
to help uncover new ways that SMS can help you impress your customers.

1. List all the ways you currently reach out to customers. 
Include both the method of connecting as well as the reasons for the contacts:

METHOD (e.g., phone, website, etc.) REASONS (e.g., monthly bills, updates, etc.)

UNCOVER HIDDEN SMS OUTREACH  
OPPORTUNITIES WITHIN YOUR BUSINESS
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3. List all the ways customers miss or ignore your communications.  
Include the method of connecting, the topics often missed or ignored, and the ramifications for your company and/

or customers:

4. List the top 5-10 reasons your customers contact you:

METHOD MISSED / IGNORED TOPICS RAMIFICATIONS

5. For each reason listed in Question 4, answer the following questions: 
 

 >  When it comes to this activity, how could you use SMS to deliver more proactive service?

 >  How might you be able to mitigate risk, inconvenience or cost with SMS?

Jot down your notes and insights below:

Text messages have a 98% open rate as 
compared to a 12% open rate for emails. 

– Portico Research1

DID YOU KNOW...

6. Do you currently send text messages to your customers?

Yes. For what reasons?

No. Why not?
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HOW SMS CAN HELP UP YOUR SERVICE GAME
For savvy businesses that want to stand out from their competitors, text messaging has the potential to completely 

revolutionize the state of modern customer experiences. Visionary businesses that understand the unparalleled value 

that text messaging offers will, without question, prevail in the form of increased competitiveness, revenue generation 

and, most importantly, relevancy in the eyes of the consumer. Below are three critical reasons to consider 

adding SMS capabilities into your contact center technology mix:

1. Expand & Diversify Your Service Options 
By extending your customer service reach via SMS, you can better accommodate the varying needs and preferences 

of your diverse customer base. In fact, in a recent study of U.S. adult consumers conducted last year by Harris 

Interactive, 64 percent of respondents3 said they prefer to send and receive text messages for customer service 

versus the traditional phone call. 

2. Cater to the Millennials
For Millennials, text messaging is a way of life. In fact, 100 percent of those aged 18 to 29 recently surveyed by 

Pew Research4 said they use their smartphone for texting at least once a week. For the Millennial customer, text 

messaging may be one of the only ways that organizations can successfully provide customer service and, thus, 

optimize the customer experience. 

3. Stand Out from Your Competition
Innovative SMS applications can help you rise above the noise and get your customers to take notice. When you 

combine the convenient, easy-to-use nature of text messaging with next-generation capabilities, you can create more 

dynamic customer experiences.

7. Estimate what percentage of your customers and prospects fall into each of the  

following age categories: 

_____  18-24        _____  25-34       _____   35-44       _____  45-54        _____  55-64       _____  65+

Millennials (aged 18-34) are emerging as the nation’s largest living generation 

and are projected to soon outnumber Baby Boomers—specifically, 75.3 million 

Millennials as compared to 74.9 million Boomers.2 Even if Millennials make up a small 

portion of your business today, that percentage is guaranteed to grow.

DID YOU KNOW...

1 http://www.portioresearch.com/en/blog/2013/the-transformative-effect-of-ott-on-the-mobile-messaging-market.aspx
2 http://www.pewresearch.org/fact-tank/2015/01/16/this-year-millennials-will-overtake-baby-boomers/
3 http://onereachcontactcenter.com/wp-content/uploads/2014/08/High-Demand-for-Customer-Service-via-Text-Message-2014-Report.pdf
4 http://www.pewinternet.org/2015/04/01/us-smartphone-use-in-2015/
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