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The relationship between customers and brands 
is changing rapidly. The ease of online interactions 
and availability of information have put your 
customers firmly in control of their purchasing 
decisions. Brand loyalty is eroding and buyers are 
on the lookout for the most convenient option. 
Customers are researching their options online 
before they ever speak to a sales rep.  

But you’re not just being compared to other 
financial services businesses. Customers are also 
comparing the service you deliver with what’s 
on offer from all sorts of companies providing 
digital experiences. Fast, convenient and multi-
channel customer service is now an expectation, 
and digital disruptors are leading the charge. In 
a survey of finance industry executives, Deloitte 
found that innovation and new offerings were the 
most important success factors. Digital businesses 
like Amazon and PayPal are threatening 
traditional financial services such as lending, while 
innovations like Apple Pay are changing the way 
customers think about banking.  

Increasingly, your customers are digital natives. 
With the majority of interactions now taking place 
online, those customers are more interested in 
convenience than staying loyal to any provider. 
Mobile service is becoming a key differentiator for 
this generation, with KPMG finding it’s one of the 
major factors in selecting a new bank. This means 
it’s harder than ever to retain customers because 
they can switch with the tap of a finger. Mobile 
engagement is now non-negotiable, but providing 
memorable, positive experiences is key to 
differentiating your business and building loyalty.
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Fast, convenient and multi-channel 
customer service is now an 

expectation, and digital disruptors 
are leading the charge.
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MOVING TO MOBILE

69% 40%

1.8 Billion

• PAYMENTS
• DEPOSITS & LENDING
• FINANCIAL MARKETS
• INVESTMENT MANAGEMENT
• CAPITAL RAISING
• INSURANCE

67%

The financial services landscape is now dominated by mobile, 
as the majority of your customers use a smartphone and 

expect to receive service on-the-go.

Mobile’s impact on financial 
services will be felt well 
beyond banking. Deloitte 
predicts these six areas will 
be most impacted by shifting 
customer demands and 
changing technology:

of mobile users have 
carried out a banking 

activity via mobile

of insurance research 
is conducted  

on mobile devices

people will use mobile 
banking by 2019, an 
increase of 1 billion in 
just five years 

of millennials  
now use mobile 

banking regularly

Mobile generates the 
largest volume of 

transactions for the 
majority of banks
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Mobile messaging can bridge the gap between 
your brand and your customers.

More than 50% of 
financial services 
organizations use  
mobile messaging  
to differentiate or 
improve the customer 
experience

But this doesn’t 
match up to the 64% 
of consumers who 
think businesses 
should communicate 
with them more 
often using SMS

35% use SMS to 
attract and retain 
new customers

Millennials in particular 
prefer texting to voice 

interactions and are 40x 
more likely to take action 

when sent an SMS

This means delivering a strong mobile experience that 
supports multiple channels is more important than ever, 

no matter what finance sector you’re in. 

Companies with the most 
integrated engagement 

strategies retain an average 
of 89% of their customers

But 90% of customers 
say they’ve had poor 
experience seeking 
support on mobile

And 52% are less 
likely to engage with a 
company because of a 
poor mobile experience

89% 90% 52%

50%

64%

35%

All statistics from: Aberdeen Group, IDC & OpenMarket, Juniper, KPMG, Lee Resources, MEF, SAP, Software Advice, WOW Local Marketing 4
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A mobile-first approach is vital for connecting with customers today. 
People don’t want to be interrupted with phone calls and they’re 

already bombarded with masses of online content. When they do have 
something to speak to you about, they don’t want to go through drawn-

out support processes or spend hours on hold.  

SMS messages cut through the noise and grab attention. With mobile 
messaging you can share important, timely updates and be confident 

that your customers have not only received them, but actually read them. 
These are some of the biggest benefits of SMS for your business: 

Your customers are using their 
mobile phones all the time, whether 
they’re travelling to work, standing 
in a queue or even just waking up. 
Sending an SMS is the best way to 
capture their attention. Research 
from Frost & Sullivan shows that 
98 per cent of SMS messages are 
read, and 90 per cent of those 
interactions happen with three 
minutes. In comparison, only 20 per 
cent of emails are read at all. 

Personalization is crucial in today’s 
crowded marketing landscape. 
Sharing information via SMS allows 
you to speak with your customers 
as individuals and make your 
messaging more targeted. While 
their email inboxes are stuffed with 
marketing material, SMS is used to 
communicate with one person at a 
time. Your message is likely to be 
sitting among texts from friends, 
not unwanted special offers, which 
drives higher engagement. 

WHY MOBILE 
MESSAGING?

CAPTURE 
ATTENTION

GET  
PERSONAL
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Mobile messaging helps to achieve 
business goals, whether you’re trying 
to encourage sign-ups, increase online 
purchases or drive traffic to your 
website. Two-thirds of consumers 
have made a purchase as a result of 
receiving a highly relevant mobile 
message, according to Responsys. 
Including a link in your SMS is more 
likely to increase engagement as well, 
with a 19 per cent click-through rate 
compared to the average two per cent 
of links clicked in emails.  

SMS works across all mobile devices, 
whether your customers are sporting 
the newest smartphone or an older 
flip phone. This means you don’t 
have to worry about developing a 
responsive design or making your 
messages compatible. Mobile native 
messaging is also more likely to be 
read by customers.  Bluehornet found 
that 70 per cent of consumers delete 
emails straight away if they don’t 
render on a mobile device.

Customer frustrations are often 
compounded by poor customer 
service experiences, like listening 
to automated responses or never 
receiving an email reply. Sending 
helpful SMS messages to improve 
customer experience not only reduces 
support calls by 20 per cent but also 
increases customer satisfaction by 25 
per cent, according to our research. 
It’s a quick, efficient channel to get in 
touch with customers or let them know 
that you’re working on their issue.

DRIVE 
CONVERSIONS

DEVICE 
AGNOSTIC

BUILD 
LOYALTY

SMS makes customer engagement a two-way 
channel that empowers consumers to initiate contact 

with their financial institutions, and not just react.
– Mark Scwanhausser, Director,  

Javelin Strategy & Research
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HOW SMS CAN HELP 
YOUR BUSINESS

The financial services industry is undergoing rapid change. Your customers 
now expect fast, personalized and integrated customer service experiences 
across all their interactions, whether they’re registering for online banking, 
talking to a teller at their local branch or making an in-app insurance claim. 

 
Technology has disrupted the way financial services are offered and 

customers are increasingly looking for ways to access traditional services on 
their mobile devices. SMS allows customers to communicate with your brand 
on their own terms, wherever they are and whatever they’re doing. Here are 
eight ways you can use mobile messaging to improve customer experiences:

FRAUD 
ALERTS

Sending short fraud alerts via SMS will 
help your customers feel confident 
that your brand is protecting their 
personal details or finances. If you spot 
suspicious or unusual activity, send a 
short message to let them know. Even 
if it’s nothing serious, you’ll provide 
peace of mind and build trust. If it does 
turn out to be an issue, customers 
will appreciate you letting them know 
straight away. 
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CUSTOMER 
SUPPORT 

Nobody wants to wait on hold 
listening to canned music while you 
find the resources to help them. 
Enable SMS support requests that 
allow customers to trigger a call 
from the next available service 
representative simply by typing 
‘HELP’. This eliminates waiting times 
and means your customers can get 
on with their day until you’re ready 
to help them.

NURTURE 
CUSTOMERS 

Sending short SMS messages can be 
a great way of nurturing customers 
and moving them along their journey 
with your brand. For example, when 
a new customer registers for an 
account, send them a SMS to say 
thank you and share relevant next 
steps. You can also send reminders to 
customers who have made an enquiry 
or started an application to help them 
complete the process. 

PAYMENT 
REMINDERS

Staying on top of all the bills they 
need to pay can be a challenge for 
customers. But chasing them for loan 
repayments or monthly insurance 
instalments can have a negative 
impact on your customer relationship 
and drain your resources. Providing 
timely SMS reminders means fewer 
penalty notices and better customer 
perception of your brand. 



– Mark Scwanhausser, Director,  
Javelin Strategy & Research

Mobile is not only transforming the consumer’s 
transactional relationship, but it is also the key 

to redefining personal banking for the most 
profitable and demanding customers.

INTERNAL 
COMMUNICATION

Share urgent information with your 
team members or executives via 
SMS. Email chains can be difficult 
to navigate when people are off-
site or on-the-go, especially in an 
overflowing inbox. SMS is also a 
convenient way to share immediate 
updates with your staff so they can 
communicate appropriately with 
customers - for example, notifying 
them of a system outage. 
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SEND 
NOTIFICATIONS

SMS is the best way to share 
time-sensitive information with 
customers. For example, banks 
can send customers a message 
when their account is overdrawn 
or a large transfer has been made, 
to ensure that they’re made aware 
straight away.  You can also send 
out regular mini-statements via SMS 
to subscribed customers, or notify 
customers of system outages.

CUSTOMER 
REQUESTS

SMS allows your customers to 
request information without spending 
hours on hold or having to log into 
their account when they’re out and 
about. Enable customers to find out 
information such as their balance 
or claim status, by texting a simple 
code like ‘BALANCE’ to receive an 
update. This puts customers in control 
and allows them to find information 
whenever they need, without any hassle.

?
CARD 
ACTIVATION

SMS is the easiest way to get your 
new customers up and running when 
they’re activating a new debit or 
credit card. Sending your customers 
a short SMS code means they can 
activate their card on the go, while 
offering them a sense of security. It 
also ensures they’re actively engaging 
with your brand sooner rather than 
later, without having to speak with a 
customer service rep. 



MONEYHAWKS
• USE MOBILE AND  
 TABLETS FREQUENTLY
 
•  FIRST ADOPTERS OF  
 NEW TECHNOLOGY 
 
•  HIGH INCOME
 
•  HAVE ADOPTED  
 MOBILE BILL-PAY 
 
•  USE ONLINE BANK ACCOUNTS

In order to provide the best possible customer experience, you need 
to have a good understanding of the different types of customers 

interacting with your business. This will allow you to personalize your 
messaging and ensure you’re fulfilling customer needs. Customer 

segments will share particular characteristics based on demographic, 
income and more. Here are the four core segments we have identified 
for the financial services industry, to help you better understand how 

your customers bank, pay, shop, save and invest. 

UNDERSTAND YOUR 
KEY CUSTOMER 

SEGMENTS

ARE ALREADY  
USING SMS ALERTS 

55%

MORE THAN 2X THE ASSETS  
AND 1.5X THE INCOME OF  
THE GENERAL POPULATION

$ $

13%
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TRADITIONALISTS
•  MIDDLE AGE 

•  ONLINE-CENTRIC BUT  
 DESKTOP FIRST 

•  LONG TENURE AT PRIMARY FI 

•  RELUCTANT ATTITUDE TOWARD  
 NEW TECHNOLOGY

EMERGENTS
•  MOBILE-FIRST APPROACH 
 
•  EARLY ADOPTER OF NEW TECHNOLOGY 

•  FLEDGLING FINANCES  
 
•  LOW ASSETS WITH GROWTH POTENTIAL 
 
•  PREFER SMS FOR FRAUD ALERTS  
 OVER ANY OTHER CHANNEL

WILL BE INCREASING  
THEIR FINANCIAL PRODUCT 
OWNERSHIP OVER THE  
NEXT 5-10 YEARS.

35%

37%

YOUNGER  
AGE

ALREADY USING  
SMS ALERTS

USING  
SMS  
ALERTS

31%

10%

TABLET 
USERS

SECURITY IS  
A TOP  

PRIORITY

5-10 
YEARS
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OFFLINE 
LOYALISTS

PREFER DEALING  
WITH PEOPLE  
FACE-TO-FACE

LOWER INCOME

OFTEN RETIRED 

VALUE A TRADITIONAL  
WAY OF DOING THINGS 

DISTRUST SECURITY OF DIGITAL 
AND MOBILE SERVICES 

OLDER AGE 

DISTRUST SECURITY OF DIGITAL 
AND MOBILE SERVICES

9%

USING SMS  
ALERTS

3%

11



ABOUT 
OPENMARKET

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. 

 
Did you know that 98 per cent of text messages are read? Better still,  

90 per cent are read within three minutes of being sent. If your message 
needs to be delivered quickly or requires a customer response, mobile 

messaging is the perfect communications solution.

OPENMARKET  
AMERICAS

sales-us@openmarket.com
+1.877.277.2801 

OPENMARKET EMEA
sales-uk@openmarket.com

+44 20 8987 8855 

OPENMARKET  
ASIA-PACIFIC

sales-australia@openmarket.com
+61 2 9332 2141 

OPENMARKET INDIA
sales-india@openmarket.com

+91 20 40157069

Contact us today to learn 
how we can help your 
business improve the 

customer experience with 
mobile messaging. 
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www.openmarket.com


