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Texting in the Call Center 101

Featuring MessageMedia
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• WHO IS MESSAGEMEDIA
• Why SMS needs to be prioritized 
• Messaging Products – Overview  
• Compliance – What you need to know
• Pricing Overview 
• Enghouse Business Messaging IN ACTION – Customer Demo
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About MessageMedia

Founded in 2000
• Over 22K customers worldwide

Why MessageMedia? 
• Reliability: State of the art Global Routing Engine
• Support: Round-the-clock support with offices in US, 

AU, UK, and NZ

Success By Partnership 
• Partners like Enghouse the key to our success
• Other software partners in:

• Security, Marketing, Gov’t, Financial Services, 
Utilities, and many more…

Presenter
Presentation Notes
On Reliability, one thing that we do (that other’s don’t)…. 
We have multiple upstream connections to major aggregators and “heartbeat” these networks for any degradation.  If we see any delays, we auto-reroute over clean paths.

In other words, we provide our customers an 8-lane highway vs a dirt road
			END
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7%

Presenter
Presentation Notes
Why are we here today. 

Education about the changing Shift 

Less emails are read today that 2 years ago 

98% of text messages are read – over 90% immediately. 

Yet only 7% of business use text messaging 
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Americans own 
cell phones

Text Message 
Read Rates

Prefer text 
Over Voice Calls

Positive Perception
Companies Adopt Texting

Presenter
Presentation Notes
Ubiquity 
95% of Americans own cell phones
Read Rate
98% Open Rate (only 1% SMAM)
(90% read the text within the first 3 minutes)
Customer SUCCESS
64% of consumers prefer to use text messaging over voice as a customer service channel 
77% of consumers aged 18-34 are likely to have a 



7

Surprising…

Presenter
Presentation Notes
Sorry if this one is hard to see… but essentially it’s stating that only 7% of us are using TEXT to communicate with businesses.  However, we’d ALL like to 

This graph will be turned upside down in the next 10-15 years with Texting, Instant Messaging, Video Chatting (SKYPE), and Social Networking becoming the major communication channels for businesses and their consumers… instead of face-to-face, landline voice, and email
		END
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Why SMS?

Ubiquity 
– 97% of people with smartphones TEXT 

Read Rate
– 98% Open Rate (only 1% SMAM)

(90% read the text within the first 3 minutes)

Landlines DOWN  | Cell Phones UP 
– 64% of consumers prefer to use text messaging over voice as a customer 

service channel 
– 77% of consumers aged 18-34 are likely to have a positive perception of a 

company that offers text capability.

Presenter
Presentation Notes

Read Rate is really important.  Think of your Call, Direct Mail, and Email response rates.  Maybe 10%?? 
	Now compare that to TEXT rates (98 Open, 90% within 3 min) 

I know I don’t answer calls from numbers I don’t know, or emails I don’t deem “important.”  Now texts?  I open every one, 

…. Again, automating the “sticky B2C experience)
		END
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The New Generation 

Sebastian Maniscalco

View from 1:16 to 2:21
https://www.youtube.com/watch?v=6QPhAnl9V10

https://www.youtube.com/watch?v=6QPhAnl9V10
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Customer “Obsession” 

• Millennials – Do you have a 
strategy?

• Squeaky Wheel Effect

• Self-Service = SUCCESS 

• Automation = $$

Customer 
Rating

Customer 
Service

Presenter
Presentation Notes
Millennial effect 
Automating the “Sticky” with customers
Speaking Points:

To effectively communicate with the “NEW” customer (Millennials and beyond), companies MUST BE CUSTOMER-OBSESSED… not just customer-focused
 	
Why?

The Squeaky Wheel: A poor customer experience that leads to a negative social media post now can impact the overall brand of that business 

The problem is the squeaky wheels make up a high % of social network posting

(How many of you go to YELP or Tripadvisor prior to eating at a restaurant or staying in a hotel?) – Perception is reality and companies have to work extra hard to guard against the squeaky wheels.  

One industry in particular is HEALTHCARE – where bad care ratings and high readmission rates mean bye bye to insurance payments
		END

Be part of the conversation on your terms Increase Cus Rating ---- Lower Cus Service Cost & Resources
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Transactional Messages Marketing Messages 

• Provided Consent during 
registration

• Has to do with the customer’s 
existing account

• Messages that “benefit” the 
recipient with ease of use, 
customer service, and 
engagement

• Encouraging a purchase or 
participation OUTSIDE existing 
account

• Keywords like “send COUPON 
to 54327

• Must be sent over Short Codes 
• Must have explicit Opt-in (or 

double opt-in)

Presenter
Presentation Notes
Implied Consent 

Did they give you the number 
Are they a customer 

Or is it marketing 
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Tier 
1

Tier 
1

Tier 
1

Presenter
Presentation Notes
The workflow is rather complicated however for the sake of time we have simplified it. 

1- Data is accepted by Uluro in virtually any format via web, AS400 salesforce etc (just a data feed in a defined format) 

2- Uluro creates he messages and assigned a unique ID and passed message to MM via Internet

3- MM does all the heavy lifting and sends through Tier 1 SMS to carrier that delivers to phone 

Should a reply be generated then the process works backwards and etc 
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SMS 101

• Long Code (---)-867-5309 
– Broadcast limitations

• Short Code 
– Great for High Volumes
– Dedicated Short Code 
– Shared Short Code 

• MMS
• TTS
• Landline and 800 Enablement 

Verizon 10:15 AM

555555

Text Message
Today, 10:15 AM

Subscribed to Promo. 
Show this SMS for 
15% off next purchase

PROMO

Presenter
Presentation Notes
Examples of Use Cases for:

Long Code – Think of Uber (LC’s) 

Short Code 

MMS – Great for Service Tech Calls (Here’s a pic of my issue, can you help?)

Also, Real Estate Agents are now using 
	Ex. text HOUSE16 to 99453 on printed signs.  They’ll then receive MMS messages with interior photos of the house and all websites containing listing info

TTS – Simply a text turned into an IVR message to a landline
		END
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Show me the money!
• Automate Outbound 

– Like an Outbound IVR, TEXT builds Proactive Outbound Communications
– Builds loyalty, increases sales and renewals
– Print Mail Replacement 

• Multi-Channel Automation 
– Voice, SMS, email, and social media 

*Based on 5,000 service calls per month

Presenter
Presentation Notes

Again, “Automating Consumer Engagement” 

Text Messaging allows companies to automate the warm and fuzzies of personal touch without the person
		END
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Pricing Overview 

Pricing 
• Traditional Pricing
• New Models
• Implementation & Support
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TEXT when?
Proactive Outbound 
• Appointment & Billing Reminders
• Changes to an order/purchase status 
• Delivery Notifications 

Inbound Customer Messages
• Service questions
• Order refills 
• Promotions, discounts, and loyalty rewards

Two-way Conversations 
• Customer service exchanges
• Make and confirm reservations

Verizon 9:43 AM

Dentist

Text Message
Today, 9:43 AM

Don’t forget your 
appointment tomorrow 
at 9 am

Verizon 10:15 AM

Bank

Text Message
Today, 10:15 AM

Your one time 
passcode is 158390. 
Do not reply by SMS.

Verizon 10:15 AM

DeliverCorp

Text Message
Today, 10:15 AM

Your package has 
been set for delivery 
today at 12pm.

Verizon 10:15 AM

Acme

Text Message
Today, 10:15 AM

Your balance due to 
Acme is $100.00. To 
pay, reply with PAY.

Presenter
Presentation Notes
Bottom line --- sticky consumer engagement with little to no cost and or resources 

For promotions and discounts, you can get people to text in Keywords (from the website or in-store kiosks) 
	Ex. TEXT the word “Free” to 12345 for 10% off your purchase over $50

Another great one gaining steam is Text2Pay options
	Great for Cash Flow (getting invoices paid quick) or even Collections  
	Ex. State of PA came to us for Child Support Enforcement.  Using Texts instead of outbound calls, they increased child support payments over 350% within 2 months.
		END
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• BILLING AND PAYMENT REMINDERS

• 5x higher open rate than email (90% read within 3 
minutes)

• Embed a link to your payment site to simplify payments

• Increase Customer Satisfaction

• Optimize Cash Flow – GET PAYMENTS QUICKER

TOP ENGHOUSE SMS APPs 
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REMINDERS AND NOTIFICATIONS

• Appointments

• Delivery Notifications

• Renewal Reminders 

• Account Alerts

• Order & Shipping Alerts 

TOP ENGHOUSE SMS APPs 
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TEXT-2-PAY

• Immediate Payments 

• Increase DSO by up to 20 days over Print & Mail

TOP ENGHOUSE SMS APPs 
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TouchPoint…. In Action

Presenter
Presentation Notes
A few ways that you can utilize SMS with Enghouse – CC interface is touchpoint

Enables user to handle SMS interactions in a similar way to interactions in other media queues in TP
When logged into an SMS queue we will deliver SMS messages straight to the agent. Either a pop up notification will appear, or be delivered to your interaction window and the agent can choose to accept it.
You’re then brought into the interactions window with the SMS message and previous messages sent to and from the contact is displayed. You can then type the message or select a template and press send when done.
Once you’ve finished that message, you can request a new SMS or select a specific SMS based on wait time.
You can also insert an SMS phrase if you choose by clicking on SMS phrase selector in the SMS window where you can select from a list of phrase.

I’ll ask you “Can you transfer?” 
Other features not shown: transferring an SMS to another individual or agent
END
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In Action…

Presenter
Presentation Notes
This one would be on our CP with outbound notifications

Let’s say we are dealing with a University that has a tornado coming their way. They need to send out a notification to all students letting them know to seek shelter.

1st picture: So if we look at this picture we can see the main interface on the Enghouse CO portal…. easily set up outbound notifications – our University already had a list for emergency notifications as well as the SMS notification.

2nd: Once we begin a campaign, we can see the progress. If it has been sent, we can pause certain lists and easily manage them on one interface.

Damage to belongings? Take it further – her insurance tests her short code which enables her to easily start insurance claims

Easily Manage
Users
Schedules
Message Templates
List Definitions
Do not Call Lists
Monitoring of Schedules
System Log


Other great Use Cases: 
	1. Utilities, Municipalities or HOA’s (Road closures or service incidents)
	2. Banking and Investment Co’s – Qtly Prospectus summaries (text the masses with an embedded URL link to that shareholder info
	3. Promotions, loyalty perks, etc.  

		END
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Questions?
Brian.Ford@messagemedia.com

561.267.4288
Richard.hay@messagemedia.com

Presenter
Presentation Notes
Our company knows SMS

We are ALWAYS willing to hop on calls to determine need, best Practices, Technical Integrations, Compliance questions, etc.

And with that, we’re offering Free Trials to anyone on this call.  If you want to kick the tires on SMS, we’ll get you set up with an account and give you free texts to send.  

		END


mailto:Brian.Ford@messagemedia.com
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Thank You!
See You Next Time
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