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G
enesys SMS enables a customer 
service organization to add text 
messaging (short messaging 

service, or SMS) as a communications 
and support channel for attracting and 
retaining customers, at a lower cost than 
traditional channels. Adding SMS capa-
bilities as a customer service channel 
makes it possible to target customers 
how, when, and where they want to be 
contacted; provides an ideal platform for 
promoting new products and services; 
and establishes an organization as being 
out in front of customer service trends.

Featuring tight integration with the 
Genesys suite, Genesys SMS enables 
customer service representatives to 
easily incorporate this emerging channel 
into their established workflows. 
Customer service representatives will 
find the Genesys SMS interface to be 
consistent with other Genesys products, 
and they’ll easily be able to manage 
concurrent SMS sessions with multiple 
customers. The result will be a commu-
nications channel that will achieve a 
rapid return-on-investment, and will 
quickly become an effective method for 
interacting with customers.

Keeping Up with the Growth of 
SMS
It’s impossible to dispute the meteoric 
growth of SMS. Some 2.3 trillion text 
messages now are sent each year, 
meaning there are now more text 
messages sent each day than there are 
people on Earth. With a compound 
annual growth rate of nearly 30%, SMS 
has become a mainstream communica-
tion channel for most segments of the 
population, from the Baby Boomers to 
Generation X, but no group has become 
as dependent on text messaging as the 
millennial generation born between 
1982 and 2001, a group that makes up 
35% of the world’s population. 

Millennials are the loyal customer base 
of tomorrow, and yet most companies 
have failed to reach out to them using 
their preferred channel, an oversight 
that puts them at risk of being perceived 
as antiquated. Studies indicate that 
while 81% of consumers under the age 
of 35 consider text messaging a viable 
channel for receiving information from 
the companies they do business with, 
only 5% of those companies are actually 
using SMS to communicate with their 
customers. This is even more problem-
atic when considering that older 
customers have followed the millennials’ 
lead by adopting text messaging in 
ever-larger numbers.

Forward-thinking executives recognize 
this is a chasm they must close: 51% 
say SMS will become a more important 
customer service channel for supporting 
customers, and 24% believe their orga-
nizations should focus on SMS over the 
next three years, specifically to build 
loyalty among customers. By building 
the SMS channel, companies will be 
meeting customers on their terms, 
effectively supplying the customer 
experience they seek.

Cutting Costs and Building 
Loyalty via SMS
Among those companies who’ve already 
begun to incorporate SMS into their 
customer service activities, a trend is 
taking shape: With some companies 
reporting that a majority of their 
customers now say they prefer SMS to 
voice when interacting with customer 
service representatives, text messaging 
constitutes a fast-growing portion of 
their total customer contacts. Even more 
compelling, call center research firm 
ContactBabel reports that, whereas live-
agent phone service costs about $12 
per call, communication via SMS costs 
just pennies for each transmission.
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The message is clear: Adding SMS into the mix of 
customer service communication channels will lead 
to a transformation, not just in the way an organiza-
tion communicates with its customers, but also in the 
cost structure of its customer service. What’s more, 
organizations that move quickly to tap the fast-
growing SMS channel will realize a significant 
competitive advantage by building loyalty among 
customers whose tech-savvy orientation will drive 
consumer purchase patterns for the foreseeable 
future. They also will find they can increase profit-
ability by using SMS to provide proactive customer 
care, such as reminding customers about expiring 
subscriptions, available prescription refills, and other 
re-ordering needs.

Empowering Organizations, Customer 
Service Agents, and Customers Alike
Genesys SMS makes managing a fast-moving 
channel much easier for customer service 
representatives. The familiar interface lets agents 
easily track multiple SMS sessions, which can be 
managed in either paging mode (for a single 
one-way or two-way interaction) or chat mode (for 
an ongoing string of messages with a given 
customer). It also provides support for multimedia 
messaging service (MMS) messages, making it 
possible for agents to receive and review photo, 
audio, and video files when necessary.

Such capabilities enable organizations to reach out 
to customers as never before, with a host of functions 
that streamline interactions. For example, text 
messages can be sent out as alerts to certain 
customer profiles, or as personalized messages to 
individual customers. An embedded natural language 
engine can determine whether an incoming SMS 
message can be answered with an automated 
response. And the built-in rules engine makes it 
easy for an organization to give priority status to 
messages coming from its best customers.
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These functions fuel potential applications in a wide range of industries 
and settings. With Genesys SMS:

> An airline that cancels a flight can reach affected passengers 
wherever they are, providing them the opportunity to re-book 
their flight with a quick exchange of text messages. They also can 
be given the option of asking a representative to follow up with a 
phone call.

> Financial services firms can send out promotional offers about 
new investment and banking products, and provide options for 
follow-up.

> Insurance companies can be alerted of accidents by policyholders, 
who can also submit photos of accident scenes via MMS, 
speeding up the initial stages of the claims process.

> Customers with “quickcode” applets loaded on their mobile 
phones can use their phone cameras as scanners, capturing 
bar codes on ads they happen to walk past and sending those 
codes via SMS to get more information, or even a sales follow-
up, from a company’s customer service representative about the 
advertised offering.

Give Your Customer Service an Edge with Genesys SMS
With such a long list of proven capabilities and business benefits, the 
value of SMS as a customer contact channel is evident. Market watchers 
recommend that companies invest in SMS as an eService channel, or 
risk alienating themselves from a rising tide of customers.  And that puts 
Genesys SMS ahead of the game. No other product today integrates 
with customer service and delivers the range of capabilities and benefits 
that Genesys SMS delivers.

As SMS continues to grow as a preferred contact method among 
customers, the onus is on organizations to meet that demand. Doing so 
isn’t taking a risk on a bleeding edge technology; it’s embracing what is 
rapidly becoming accepted business practice. 

So bring Genesys SMS into your customer service mix now and start 
building loyalty with an increasingly tech-savvy customer base. Give 
your organization the ability to deliver messages when, where and how 
they can be most effective. Your customers will thank you for it.
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