
How To Quickly & Effectively Improve Customer Engagement

SmarterMobileService



Your customers have access to more information than ever before. 

Pricing, product quality, service levels and every other aspect of the 

purchasing decision has become transparent. Brand loyalty is less 

common now, which makes it critically important to deliver the best 

possible customer experience every time.

This in itself has become more challenging because your interactions 

with customers have become so fragmented. They’re talking to staff in 
your store, visiting your website, calling or emailing the contact centre, 

engaging with your social accounts and leaving comments on your 

company blog. They expect you to deliver a consistent, quality 

experience across all of these touch points. They want to interact with 

your business wherever, whenever and however it suits them.

Customers no longer compare the service you deliver with what’s on 

offer from similar companies. If they’ve had a great experience with an 
online retailer, they’ll expect the same level of performance from an 

airline, bank or telco. If your business fails to meet their expectations, 
they’ll look for a competitor that does.

In a world where customers demand timely access to the right 
information, your business needs to deliver a Smarter Mobile Service. 

SMS is the best option if your message needs to be delivered quickly 

or requires a rapid response. 

MODERN CUSTOMER
BEHAVIOUR

Brand loyalty is less common now, which 
makes it critically important to deliver the 
best possible customer experience every time.
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89%

Consumers who 
have switched 

brand because of
a poor customer 

experience 

91%

Unhappy customers 
who will not willingly 

do business with 
your company again

Most companies 
believe they offer 
superior customer 

service… But only 8% 
of customers agree

80%

8%

Consumers who feel good about themselves and 
your brand when they resolve a problem without 
talking to customer service

MOBILE CUSTOMER
ENGAGEMENT STATISTICS

WAITING TO BE CONNECTED OR TO 
RECEIVE A RESPONSE TO AN ENQUIRY IS 
A SOURCE OF GREAT FRUSTRATION.

Failing to deliver a great experience has serious implications for the 
performance of your business. SMS has an important role to play in 
your mobile customer engagement strategy. Here’s why:
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65%



SO WHAT’S THE MOST EFFECTIVE WAY 
TO REMOVE UNNECESSARY HUMAN 
INTERACTION?

20% 
98%

 
SMS

messages
are read

Emails are read

SMS read within

3 mins90%
 

19%

links clicked
through in SMS

2%

links clicked
through in emails
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think businesses
should use SMS

more often
to communicate
with customers

70% of customers say SMS is a good way
for a business to get their attention

64%

62%

would like to use
SMS more frequently
to communicate
with your business
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Reply

YES
to

confirm



WHEN USED EFFECTIVELY SMS WILL HAVE 
A POSITIVE IMPACT ON YOUR SALES.

66%

of customers subscribed
to mobile marketing 
have made a purchase 
as a result of receiving a 
highly relevant SMS

price-based
52%

time-sensitive
50%

location-based

Offers most likely to trigger customer action
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64%



SMS increases operational efficiency

Using SMS to improve
customer experience
reduces support calls
by

20%

It also increases
customer satisfaction
by

25%
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While improving
your chances of building
brand loyalty

All statistics sourced from Aspect Software, Harris Interactive, Lee Resources, 
OpenMarket, Responsys and SAP



If you’re running a promotion, 
customers are 10 times more 

likely to redeem an offer if it’s sent 
by SMS instead of being printed. 

It’s more convenient because  
they don’t need to take anything 

with them next time they visit 

your store or website.

MOBILE ENGAGEMENT
SMS is the most widely and frequently used feature on the mobile 
phones your customers carry with them everywhere they go. This 
makes it the most effective communication channel when you 
need to make sure your message has been seen and whenever 
you’d like a rapid response. This can vary wildly from one industry 
to another but here are some of the most valuable ways it’s being 
used by other businesses.

SPECIAL
OFFERS

However a customer places an 

order, SMS is the easiest way to 

let them know you’ve received it. 

It’s an opportunity to provide 
peace of mind with an order  

number that serves as an easy 

point of reference if they have any 

queries prior to delivery.

ORDER
CONFIRMATION

If you’re running a services 
business, you’ll want to make your 

customers aware of any 

scheduled maintenance or 

unexpected outages so they can 

minimise impact  on their routine. 

Clear communication is an 

essential part of effective 
customer service.

SERVICE
UPDATES

Taking this one step further, you 

can enhance the customer 

experience by providing regular 

automated updates. Let them 

know when their order has been 

dispatched, when it’s been picked 

up by a local courier and when it’s 

been delivered.

SHIPPING
ALERTS
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Nobody wants to wait on hold for 

half an hour being told repeatedly 

that their call is important. By 

enabling SMS support requests, 

your customers can type ‘HELP’ 

into their phone and trigger a call 

from the next available customer 

service representative.

SUPPORT
REQUEST

Missed appointments mean a

lost revenue opportunity for your 

business. Then there’s the lost 

productivity and administrative 

cost. This hassle is reduced  by 

sending an automated SMS asking 

them to reply ‘YES’ if they’d like to 

confirm a booking.

APPOINTMENT
REMINDERS

Whether it’s a debit, prepaid 

mobile or customer loyalty card, 

an SMS is the easiest way to get 

your new customers up and 

running. It’s more convenient for 
them and ensures they’re actively 

engaging with your brand sooner 

rather than later.

CARD
ACTIVATION

You need your customers to know 

as soon as possible if their flight 
has been delayed or when the taxi 

they ordered is waiting outside. 

This attention to detail delivers a 

better customer experience and 

makes it more likely they’ll book 

with you again next time.

TRAVEL
ALERTS

09



10

Chasing payment is a drain on 

resources that has a negative 

impact on your customer 

relationships. Nothing upsets 

people quite like getting a penalty 

notice so minimise the number 

you issue with timely reminders of 

due dates and quota allowances.

PAYMENT
REMINDERS

Your customers want to feel 

secure when dealing with your 

business, especially when 

transactions are involved. Show 

you’re in control of the situation 

and put their mind at rest by 

issuing fraud alerts whenever you 

spot suspicious or unusual activity.

FRAUD
ALERTS

Knowing what customers love 

about your products and services, 

new features they’d like to see 

and anything that frustrates them 

is crucial to your continued  

growth. SMS will help you keep a 

real-time finger on the pulse of 
what’s hot and what’s not.

PRODUCT
REVIEWS

Your customers are busy so you 

need to make it quick and easy to 

provide feedback. SMS surveys 

have a 20% response rate, which 

is five times higher than online 
forms and twice as effective as 
interrupting people with 

phone-based interviews.

CUSTOMER
SURVEYS



ABOUT OPEN MARKET
Mobile communications are dramatically changing the way we 
engage with each other. Providing timely access to mobile 
information is influencing the brands we buy, changing the 
companies we work for and increasing the demand for 
personalised, relevant customer engagement.

To successfully incorporate mobile technology into your business, 
you need a trusted partner that offers a reliable platform, staying 
on top of developing technologies and new device capabilities, 
while understanding how they should be applied to improve your  
processes and customer outcomes.

Enterprises in many industries across geographies choose to work 
with OpenMarket because we offer:

4  OF THE 
WORLD’S TOP 10 
BRANDS already 
use OpenMarket’s 
SMS technology to 
engage customers 
and employees.
Contact us today to learn

how we can help your 

business deliver a Smarter 

Mobile Service.

02 9332 2142

jonathan.morgan@openmarket.com

openmarket.com
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Domain Expertise

Service Flexibility

Performance & Reliability

Global Scale

Corporate Maturity   


