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Why Texting for Business 

When it comes to reaching customers 

quickly, emails and phone calls have 

lost their effectiveness. A whopping 

97% of consumers report rejecting or 

ignoring phone calls from business and 

unknown numbers, with 87% saying 

they do it often. Not only are phone 

calls less trustworthy than they once 

were due to a rise in robocalls, they also 

force communication when a consumer 

might not have the time or energy to talk. 

Ninety-six percent of consumers say they 

find phone calls disruptive.1

1

Similarly, sentiment toward email has changed. Whether it’s due to the sheer 

volume of messages they receive or the increasing number of spam emails, 

consumers aren’t rushing to check their email inboxes. Thirty-nine percent of 

consumers have more than 100 unread emails in their personal inbox, and 20% 

have more than 1,000.2  Email inboxes are flooded with new messages daily, 

making them unmanageable. When asked to describe their email inboxes, 

consumers use words like “cluttered” and “overwhelming.” 

Consumers want to communicate with businesses in ways that are quick, 

easy and convenient. And that’s why texting is so effective. In our 2021 State 

of Texting research, 58% of consumers said texting is the fastest way for a 

business to reach them.3
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Continued: Why Texting for Business

Texts aren’t disruptive like phone calls—consumers can 

respond when it’s most convenient. And because SMS is 

better protected from spam, it’s remained a high-priority 

medium. On average, consumers have fewer than one 

unread text on their phone.  

All of this has led businesses to shift from traditional 

communication methods to text messaging. 
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The State of Texting Today

Texting is no longer a secret weapon—it’s  

the standard in business communication 

today. Seventy percent of businesses 

now use texting to reach customers and 

employees, and they’re utilizing it across  

a multitude of use cases. 

In Zipwhip’s annual State of Texting report, 

businesses said they mostly use texting 

for scheduling and reminders (63%) and 

customer service and support (44%). Other 

popular applications include alerts (38%), 

internal communication (30%), marketing 

and promotions (25%) and inbound and 

outbound sales (22%).3  

3
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Consumers favor texting for business, too. It’s the most convenient way to send and 

receive information, straight from the most-used messaging app on their phone. In the 

same report, consumers said appointment reminders (64%) and status updates on a 

delivery (48%) are the top two most valuable types of messages they get from businesses. 

Texts about discounts on products or services (29%) are also useful to them.  

Texting may be a 30-year-old technology, but it’s more relevant than ever. The 

accessibility, versatility and simplicity of the medium has made it the perfect fit for efficient 

communication between businesses and consumers, and the demand for business texting 

will only grow. 

Continued: The State of Texting Today
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Short code: The term short code refers to numbers that use 5 or 

6 digits instead of the 10-digit long codes (10DLC) used for voice-

enabled phone numbers. Short codes work well for businesses 

that want to send millions of messages a day, but they are not as 

commonly used for back-and-forth text conversations.  

10DLC: Also known as 10-digit long code, 10DLC is the carrier-

sanctioned channel for texting between businesses and 

consumers on 10-digit, local landline and VoIP phone numbers. 

Like toll-free, 10DLC allows for conversational text messaging 

and gives businesses the ability to text enable their existing 

phone numbers.  

Toll-free: A toll-free phone number is one that begins with a 

toll-free code, such as 800 or 855, and can be dialed free of 

charge. These numbers have become a popular choice for A2P 

messaging because many businesses already use them for voice 

calls and they can be immediately text-enabled, giving customers 

the ability to text and call the same phone number. They have 

added branding opportunity because they can be customized 

(855-ZIPWHIP), making them easy for customers to remember. 

Getting Started With Texting 

When choosing the right texting tool, first 

decide what kind of phone number you 

want to use based on your use cases 

and the experience you wish to provide 

customers. Here are the three main types 

of A2P (application to person) texting to 

choose from: 

How to Choose the 
Right Texting Tool 
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Continued: Getting Started With Texting

Next, it’s time to look at some additional factors that go into selecting a texting provider. 

Communicating with customers using two-way messaging, where a natural conversation 

can take place between parties, improves efficiency and customer satisfaction. Compare 

that with one-way messaging, which most short codes use to send information or where 

the recipient is limited to very specific replies. Let’s take a closer look at these two main 

business texting categories. 

One-way texting: One-way texts are often sent through a short code, which is a 

five- or six-digit number used to send mass texts to customers about things like 

alerts or notifications, special offers and two-factor authentication. Short codes don’t 

allow conversational messaging for the most part, but they can provide an option for 

customers to text in a keyword to receive more information. Take this example from a 

nonprofit organization: 

The recipient is told to text NEXT if 

they’d like to learn more about how they 

can help the nonprofit’s campaign. The 

nonprofit has set up an auto reply tied to 

the keyword that provides a link to sign up 

for online training. In this experience, the 

customer is only able to engage with the 

auto-response system, not a human. 

To get a short code, you’ll have to lease 

one from a national registry or go through 

a texting service that provides them. Short 

codes are a great option if your goal is to 

send texts to many people at once, and 

don’t intend for conversational messaging.

Ultimate Guide to Texting

(855) 555-94473:13 pm

 

 
 

224-22

People like YOU are meeting with 
their members of Congress this 
month, asking them to protect our 
rights. Reply NEXT to help!  
— Jim@Nonprofit

Next

Join an online training on 6/15, 6/17 
or 6/18 @ 6:00 pm ET to learn what 
to do! Sign up here:  
https://www.ournonprofit.org

Delivered 2:36 pm

Delivered 2:39 pm

Delivered 2:39 pm
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Two-way texting: Often referred to as conversational texting, two-way texting gives 

customers the option to have a back-and-forth conversation with your business. Based on 

the needs of businesses and the most common use cases, we encourage conversational 

texting because it provides a better customer experience.  

And people now expect two-way texting as an option. Zipwhip’s 2020 State of Texting 

research found that one in three consumers had proactively texted a business and never 

received a reply, suggesting that customers were under the assumption a business was 

text enabled even though it may not have been. 

With two-way texting, it’s still possible to use automated responses as in the image 

above. But look at the difference between conversational texting and short codes when a 

customer needs additional help.

Continued: Getting Started With Texting

(855) 555-94473:13 pm (206) 555-1234

I unfortunately need to 
reschedule now. Can we set up 
something for early next week in 
the morning?

We’ve confirmed your appointment 
for Saturday, March 16 at 3 pm. Have a 
great week!

No problem. Our earliest available 
appointment is Tuesday, March 19 at 10 
am. Does that work for you?

(855) 555-94473:13 pm 54321

I unfortunately need to 
reschedule now. Can we set up 
something for early next week in 
the morning?

We’ve confirmed your appointment 
for Saturday, March 16 at 3 pm. 
Text STOP to cancel messages.

We didn’t recognize your 
command. Reply HELP or email 
support@email.com 

Perfect. Yes, that’s a great time 
actually. Thanks for your help!

You’re welcome. See 
you on the 19th!

One-way texting customer experience: Two-way texting customer experience: 

Today at 3:09 pm Today at 3:09 pm
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In a one-way texting experience, the customer can’t receive further help and must exit the 

texting conversation to either call or email the business. The business now has to spend extra 

time assisting the (potentially disgruntled) customer through a different communication channel. 

With two-way texting, an automated response was also sent to confirm an appointment, 

but when the customer needed to reschedule at the last minute, an employee was able to 

step in and help right then and there. If your communication strategy is to allow customers 

to engage in conversations when needed, then two-way texting is the better choice.  

Look for features that support your use cases

Continued: Getting Started With Texting  

Encryption technology to protect customers  

Be aware of the safety and deliverability standards of the texting provider you select. 

Not all companies offer the same results. Your customers should feel safe exchanging 

personal details over text, such as their full name, date of birth and home and email 

addresses. To ensure security, choose a provider that has direct connections with 

mobile carriers over one that works with a middleman. Your provider should make data 

security a priority, and that includes encryption of messages both in transit and at rest.  

Spam-blocking tools  

Customers will be swift to opt out of receiving your texts if they look like spam. While 

it’s your responsibility as a business to text customers in accordance with the TCPA 

and similar laws (more on that in the SMS Compliance section), your provider should 

also be able to block any spam messages you may unknowingly send to customers. 

This will not only lower opt-out rates, but it will further help protect your business 

from legal liability. 

Software integrations  

If you’re concerned that you already have too many tools to manage, look for 

a texting solution that can integrate with the software you currently use. There 

are a few texting solutions, including Zipwhip, that can be merged with the most 

popular customer relationship management (CRM) systems, such as Salesforce, 

MINDBODY, SalesLoft and Clio as well as Zapier. Doing so will help you cut down 

on adoption time and create a truly efficient workflow for your teams.
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Use an existing phone number  

If you’d like to use your existing business phone number to text, consider a provider that 

doesn’t require you to purchase a new number to replace your current one or to use as a 

second number for texting. Customers will have a smoother experience and it’s easier to 

advertise the same number by adding “Text or Call” next to your existing number. 

More than just a few features  

Look for a provider who offers more than the bare minimum. Users should be 

alerted when new messages are received (even when they’re using another 

software program) and be able to use conversational texting to schedule 

appointments, send reminders, answer FAQs and follow up with customers about 

outstanding bills, documents or other information.  

Providers that have advanced features can offer businesses more productivity tools, such 

as auto replies, templates, dynamic fields, scheduled messages, a language translator 

and delivery timestamps as well as APIs and extensibility tools for developers. 

Continued: Getting Started With Texting 
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Within the first day of using Zipwhip we 
had an appointment booked for 8 a.m. 
the next morning! It paid for itself in less 
than a day.

           — Dr. Jatain Sondhi, 

               Rancho Bernardo Pet Hospital

Customer support  

When you have questions or need assistance, make sure the provider you choose 

will be available when you need support. Will you be able to access resources or 

interact with a customer support representative at a time that’s right for you? 

Budget  

Texting can fit into the budget of any size business. Depending on the options 

selected, plans can start around $25 a month. If a business wants to add more users, 

lines, a higher message limit or advanced features, the price increases along with the 

additional benefits. 

Continued: Getting Started With Texting 

“

”
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Getting Started With Texting 

Ensuring Successful Team Usage 

1

Explain how texting software will 
help the company 

Introducing a new tool without explaining 

its importance to the organization will 

make it harder for employees to get on 

board. Explain what solutions texting 

will offer the company, which customer 

pain points will be addressed and what 

the customer journey will look like after 

adding texting. 

Explain how texting software will 
benefit your team 

List the problems your team currently 

faces and show how the texting features 

will make their day more efficient. 

Examples can include:  

Decrease no-shows. With dynamic 

templates and automated text reminders, 

not only will abandoned appointments 

decrease, but teams will also get back 

valuable hours in their day. 

Close more sales. Sales leads often go 

cold, but texting helps keep prospects 

engaged throughout the sales cycle. When 

texting is part of a regular sales cadence, 

conversion rates go up. 

Improved daily workflow. Teams will be 

more productive when phone calls and 

emails are reduced. Automation tools like 

keywords and auto-replies take the place 

of many repetitive tasks. 

2

Success will depend on how often your team uses the texting tool. Start by having a 

conversation about the benefits of the software and providing training. Teams will be 

more inclined to incorporate texting into their day-to-day practices once they understand 

the positive impact it can have on their work. Here are six suggestions to get started.  
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3

Continued: Getting Started With Texting 

Train employees how to use the 
software 

Proper training helps employees transition 

from the old way of doing things to the 

new. The key is to make it easy and 

accessible for all, so consider breaking 

training up into manageable steps. It’s 

helpful to appoint a contact person on the 

team who employees can reach out to if 

they have follow-up questions. 

Provide incentives 

This part can be fun for employees while 

getting them to engage with their new 

tool. Encourage friendly competition by 

creating challenges in exchange for prizes. 

Perhaps ask if they can find unique ways 

to use features or reward the top team 

members who have messaged customers 

the most in the first month. 

      Download our Zipwhip Super User 

template to encourage employee usage

4

Click icon to add  
employee picture
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Continued: Getting Started With Texting 

Organize check-ins 

After the training has been completed, 

check in with employees to see how 

they’re adapting to the new tool. You 

should also use the software’s reporting 

tools. The data lets managers see if 

members of their team are texting as 

much as they could be, identifies who 

is excelling and who could use more 

training or encouragement.  

Review best practices and texting 
etiquette 

Texting for business is a little different 

than texting friends or family members. 

There are guidelines teams need to follow 

to ensure they’re not sending messages 

that could be flagged as spam. There are 

definite dos and don’ts when it comes to 

business texting. We’ll go more in depth in 

the following sections.
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Getting Started With Texting   

SMS Compliance

Texting tools vary when it comes to enabling a business to minimize its TCPA risk. It’s 

important to ask your software provider about their compliance tools.

        What is TCPA? 

Congress enacted the TCPA  

(Telephone Consumer Protection Act) 

in 1991 to protect consumers from 

robocalls. Since then, technology has 

evolved and rulemaking has extended 

the scope of the TCPA to apply to new 

technologies, including texting. The 

TCPA is designed to protect consumers 

from unwanted marketing messages. 

Today, much of the scope of the TCPA 

and its key definitions are under review. 

Guidance from experienced counsel 

is essential to ensure compliance with 

these changing obligations. 

Common Best Practices for TCPA Compliance

Do Don’t

•   Keep texts short and relevant 

•   Text consumers who’ve expressed  

     interest in your business, or whom 

     you’ve spoken with before 

•   Share information and send reminders, 

    confirmations and follow-ups 

•   Let customers know they can text  

    STOP to opt out and respect the  

    opt-out when received 

•   Keep complete records of opt-in  

    and consent 

•   Text like a person, not a robot 

•   Add promotional language that isn’t 

    related to the conversation  

•   Send texts to prospects you have no 

    existing relationship with 

•   Attempt to promote or sell a service  

    over text out of nowhere, without  

    permission 

•   Spam consumers with unwanted  

    messages 

•   Text reissued or recycled mobile 

    phone numbers

14
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Continued: Getting Started With Texting

Download and 

read our full TCPA 

e-book for a 

thorough overview 

of compliance best 

practices.  

      Download Now 

Once you’ve started 

texting, take our 

spam quiz to see 

how you’re doing.  

Take Quiz   >

Quiz: 
Are you spamming 
your customers? 

You must always receive proper 
consent before texting someone.

FalseTrue

What You Need to Know About Opt-Ins 

Before texting your customers, you need their consent. Texting customers without their 

permission is an invasion of privacy and against the law, so it’s crucial that your business 

complies with TCPA best practices to obtain opt-ins no matter what kind of texting tool 

you use.  

To get started, you’ll need to know the different types of messages that businesses 

typically send to customers, what they look like and how customer consent can be 

obtained for each one. 

15
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Continued: Getting Started With Texting 

Every company has different policies, business needs and compliance risks. It’s 

recommended to seek specific legal advice before adopting any of the suggested 

compliance practices listed.

Conversational

Hi Joshua. I’m Danielle. I’d like to 
tour the condo at 1234 5th Street. 
Can I schedule something for 
tomorrow morning?  

Hey Danielle. Thanks for your 
interest. I can set that up right 
away. Are you OK scheduling this 
over text or would you prefer a 
phone call?  

         What it is and what it looks like

A back-and-forth exchange initiated by the 

consumer. This can include the consumer 

asking a simple question about the 

business or asking for support. 

         Consent required  

Consent is provided when the consumer 

initiates the text conversation. Additional 

verbal or written consent can also be 

acquired by the business.  

Hi there. I have a question 
about the listing at Cherry 
Lane. Does the HOA include 
water, sewer and garbage? 

Hello! Yes, those are included in 
the HOA. Let me know if you have 
further questions. 

Great! Thanks for your help.
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Continued: Getting Started With Texting 

Informational/Transactional 

         What it is and what it looks like

A text that’s used when a business 

needs to provide necessary information 

to the customer. These messages are 

usually automated and can include order 

confirmations and appointment reminders. 

         Consent required  

Express consent. For example, a customer 

enters their phone number in their 

pharmacy’s mobile app to receive refill 

prescription reminders.  

By providing your mobile number, you agree to 
receive prescription refill reminder text 
messages via automated technology from 
Phinney Ridge Rx or those acting on Phinney 
Ridge Rx’s behalf.

Enter phone number

10:19 AM

Continue

(555) 123-4567

Hi Luc. It’s Phinney Ridge Rx letting you 
know that your refill (#7189900) is now 
ready for pickup. You can view details 
about your refill here:  
https://www.phinneyridgerx.com/12345

Text STOP to unsubscribe.

17
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Continued: Getting Started With Texting

Promotional 

         What it is and what it looks like

A text for marketing or sales purposes. 

This can include messages about 

promotions and discounts.   

         Consent required  

Express written consent. For example, a 

customer texts a keyword to the business’s 

phone number to receive texts about 

upcoming sales. 

SEATTLE ONE APPAREL: Our end-of-
season sale starts NOW. Stop by the shop 
this week for 15% off summer apparel and 
select accessories. Stock is limited!

Text STOP to unsubscribe.

Welcome to SEATTLE ONE 
APPAREL text alerts. We’ll text you 
about new products, discounts 
and sales.  

Reply STOP any time to 
unsubscribe.

JOIN

Thanks for your interest in 
receiving SEATTLE ONE 
APPAREL text alerts. Reply YES 
to confirm your subscription.  

YES

18
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Give them the option to opt-out, too  

Complying with TCPA best practices also requires giving customers an easy way to revoke 

consent (known as an opt-out). Simple language like “Reply STOP to unsubscribe” at the 

end of your text message gives customers clear direction to remove themselves from your 

texting list.  

Opt-outs can be processed by employees manually, but we don’t recommend this as 

there’s more room for error (e.g., an employee accidentally texts a customer who has 

opted out). A secure texting platform can manage opt-outs automatically.  

4 Easy Ways to Build Your Opt-in List 

Now that you know how to obtain consent from your customers, you can get to work on 

building your opt-in list. Here are a few easy and common ways to do it.  

Use keywords. Set up a simple keyword (e.g., JOIN) that customers can text you. 

When someone texts the keyword, they’ll receive an auto-reply message that 

confirms their opt-in. 

Continued: Getting Started With Texting

Sign up and save! Join our texting 

list and get exclusive offers sent 

straight to your phone.  

 

Text OFFERS to 555-123-4567 

19
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Keywords are an effective tool because they can be advertised anywhere your business 

engages with customers. Publish your keyword on social media, create a modal pop-

up or a banner on your website, place signs at checkout in your store or insert slips into 

customers’ delivery orders or shopping bags.  

Add a website pop-up. Make it easy for website visitors to subscribe to your texting list 

with a simple pop-up. Include a field where they can submit their phone number to opt-in.  

Embed a form on your website. Create an embeddable form on your website where 

visitors can opt-in to your text messages by providing their phone number.  

Print out a form for your brick-and-mortar store. Place a physical form at the 

checkout counter of your store for customers to fill out. Add an eye-catching sign 

next to the form so that customers won’t miss it.  

Additional Tips

• Separate content for each texting list. You may have one or a few texting lists but 

consider focusing on separate content for each one. Perhaps one is for appointment 

reminders and another for marketing and promotions. Spreading things out will ensure 

that your customers receive only the content they want from your business.  

• Be clear about what your customer is getting in return for giving you permission 

to text them. Only send texts that your customers have agreed to. Sending irrelevant 

messages may lead your customer to unsubscribe. 

• Offer an immediate incentive to join your texting list. Consider offering customers a 

discount or free item in return for texting permission. Perhaps something like, “Get a 

free coffee when you join our texting list!”

Continued: Getting Started With Texting  

4
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Business Texting Etiquette Checklist  

Texting for business comes with its own set of guidelines and etiquette. Remaining 

professional is important, but the great thing about texting is that you can afford to be a 

little casual, too. Here’s a checklist that will help you and your teams construct effective 

texts that encourage prompt replies. 

        Send it at the right time 

When applicable, only send texts during 

normal business hours. Texting elicits an 

urgent response and customers may feel 

pressured to text you back right away 

when it’s not necessary.  

        Introduce yourself 

Include your name, title and your 

business’s name at the beginning of your 

message. Alternatively, you can include a 

text message signature at the bottom of 

your message.  

        Add personalization 

Create a personal connection with 

customers by including their name and 

any other relevant information (e.g., case 

number, product reference) to your text.  

        Use emojis when appropriate 

Emojis aren’t just for kids. From Baby 

Boomers to Generation Z, every 

generation is OK with businesses using 

emojis when the context makes sense.⁴ 

        Provide a call to action 

Tell your customers what you need from 

them. Whether you need them to confirm 

an appointment or no action is required, 

lessen any unnecessary back and forth by 

being clear.  

        Keep it short 

When applicable, keep your messages 

concise. You’ll save time, get your point 

across more effectively and your recipients 

will appreciate not having to read an entire 

wall of text.   

        Spell check 

Texting may be a casual medium, but 

typos and poor grammar will leave a 

negative impression of your business.  

Take a moment to proofread before 

sending your message. 

        Use relevant acronyms  

Pull back on acronym use with Baby 

Boomer or Generation X customers. 

They’re not fond of using them with friends 

and family, so it’s likely they feel the same 

way toward business texting.⁴

        Reply quickly 

Customers will likely respond to your text 

within 30 minutes.5 Respect their time 

and hold their attention with a fast reply. 

Use texting features (e.g., auto-reply and 

templates) to accelerate the exchange.  

21
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Now That You’re Ready to Text

Common Ways to Use 
Texting
Texting can be used in many ways, 

including speeding up communication 

with customers and within teams. Here 

are some common use cases. But don’t let 

this list stop you from thinking of additional 

scenarios for your business. For more 

examples, visit our texting use cases pages.

Customer Service and Support

Share information instantly. With auto 

replies and keyword-triggered responses, 

teams can set up pre-written responses to 

immediately answer simple inquiries and 

frequently asked questions or respond to 

texts that arrive after hours.  

Speed up process completions or issue 

resolutions. Review documents with 

picture messaging to eliminate the need 

to send it as an email attachment. If 

customers have an upcoming payment 

deadline, send a gentle reminder text.

(855) 555-94473:13 pm Seattle Barber Shop

SERVICES

Thanks for signing up for texts 
from Seattle Barber Shop. For a list 
of services/prices, text SERVICES.  
To set up an appointment, text 
APPOINTMENT. 
For customer service, text HELP.

Buzz Cut ... $15 
Short Haircut ... $36 
Long Haircut ... $45 
Beard Trim ... $10 
Bang Trim ... $10 
Color ... Call for pricing 
Razor Shave ... $40 
Blowout ... $35

Today at 3:09 pm

22
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(855) 555-94473:13 pm

Hey there! It’s Jaylen Moore. I’d 
like to schedule a teeth cleaning 
this week. Anything available 
in the morning on Tuesday, 
Wednesday or Thursday?

Hi Jaylen! We have a few openings 
on Thursday at 9:30 am and then 
another at 11 am. Does either time 
work for you?

Today at 3:09 pm

Scheduling

Set up appointments. Appointments can be scheduled and rescheduled more quickly by 

text than phone calls and email. Customers can text their availability and confirm details 

from the business in the same conversation.  

Check availability for calls. Finding the right moment to call can be challenging. Text 

your customer to ask what times are most convenient and schedule a call for the time that 

works best for both of you.

Continued: Now That You’re Ready to Text

Seattle Dentist

Cool. 11 am works!

Thanks, Jaylen. I’ll put you down 
for Thursday at 11 am. Has your 
insurance changed?
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Continued: Now That You’re Ready to Text

Alerts and Reminders

Send confirmations for events, 

appointments, delivery alerts, etc. 

Instead of sending a confirmation email 

that may get overlooked in a stuffed inbox, 

send a text with the confidence that your 

customer will see your message. 

Share important updates. If your business 

has been impacted by a weather event 

or some other circumstance, texting is a 

quick way to notify customers about your 

adjusted hours.

(855) 555-94473:13 pm

Hi Anna! You’re registered for the 
Seattle Summer Meetup      on 
June 27. For complete information 
about the event, follow this link: 
https://www.ourssm.com

Today at 3:09 pm

Seattle Summer Meetup

Marketing and Promotions 

Drive traffic to your website. Advertise 

keywords (in store windows, print ads, etc.) 

to drive customers to your website, social 

media channels and events. Customers 

text the keyword to your number and 

receive a link to more information. 

Promote deals, coupons and contests. 

Send promotional messages to 

communicate special deals and offers, 

BOGO or discount coupons and time-

sensitive contests using group messaging 

and specific keywords.

(855) 555-94473:13 pm

You’ve just scored $20 OFF your 
next day order at Seattle Outdoors 
Shop. Just show this text to one 
of our cashiers to redeem your 
discount. Happy 4th of July and 
thanks for shopping with us!

Today at 3:09 pm

Seattle Outdoors Shop

HAPPY4TH
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Internal Communication

Send general announcements and alerts. Send announcements and reminders. Group 

texting is a great way to alert employees quickly during emergencies and other times 

when needing to share important information.  

Reach coworkers on mobile devices. If your team is out in the field or away from their 

computers, stay connected via texting software so employees can keep their business 

and personal text messages separate.

Continued: Now That You’re Ready to Text

(855) 555-94473:13 pm

Hi team! We have a last-minute 
request for a lawn inspection 
in Ballard this afternoon. Can 
anyone make it out there at 4? 
I’ll forward more details.

Today at 3:09 pm

206-555-4567

I can make it. Send me the info.

Patricia
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Now That You’re Ready to Text

Text Templates You Can Use Right Away
Creating templates for texts that you send over and over to many of your customers will 

save you time in the long run. Write your own message or copy and paste the text from the 

common use cases below to start building your library.  

These templates are formatted with brackets to function with Zipwhip’s Dynamic Fields 

feature, but you can edit them to use with any texting software you choose. We’ve left 

the time fields (a.m./p.m.) blank for your customization. Click here for more business 

template examples.  

Hi Lina. This is Seattle Animal Clinic. 

We wanted to confirm Teddy’s 

appointment for tomorrow. Does 10 

a.m. still work? 

Appointment Confirmation  

Hi [First Name]. This is [Company]. We 

wanted to confirm [Custom Field 1]’s 

appointment for tomorrow.  

Does __ a.m./p.m. work?

Appointment Reminder  

Hi [First Name]. Don’t forget, you’re 

scheduled for a [Custom Field 1] tomorrow 

at __ a.m./p.m. If you can’t make it, please 

reply to this text within the next two hours 

to avoid a late cancellation fee. 

Billing Collection  

Hi [First Name]. This is [Company] with 

a reminder that your [Custom Field 1] 

payment is due on [Custom Field 2]. 

Please pay by the deadline to avoid a late 

fee. Call or text us on this number if you 

have any questions.  

Process Follow-Up  

Hi [First Name]. It’s [My First Name] from 

[Company]. Please make sure to sign and 

bring all your paperwork to our meeting 

tomorrow at __ a.m./p.m. We’ve emailed 

all the paperwork to [Email]. Call or text if 

you have any questions. 

Marketing and Promotion  

Hi [First Name]! Don’t miss our huge sale 

on [Custom Field 1], [Custom Field 2] and 

more! Save up to XX% on everything you’ll 

need for the upcoming holiday season. For 

more info visit: ADD URL. 

Internal Communications Update  

Attention employees: Please submit 

your completed timecards by this DAY 

at __ a.m./p.m to ensure you receive a 

paycheck. Questions? Let us know and 

we’ll respond ASAP. Thanks! 
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Package Delivery  

Hi [First Name]. Your package containing 

[Custom Field 1] and [Custom Field 2] will 

be delivered on [Date] between __ a.m./

p.m. and __ a.m./p.m. Thank you for your 

order. [Company]. 

Auto Reply 

Our office is currently closed. If you’d like 

to schedule an appointment, reply to this 

text with the preferred date and time. To 

see our earliest available appointments, 

follow this link: ADD URL. 

Continued: Now That You’re Ready to Text 

Online Review Request  

Hi [First Name]. This is [My First Name] 

from [Company]. Thank you for being a 

valued customer. We would appreciate 

it if you could leave a review of your 

experience with us. We have provided a 

link to a third-party online review page for 

your convenience: ADD URL. 

30-Day Customer Touch  

Hi [First Name]. Thanks for being a 

[Company] customer. I know you’ve 

gotten a lot of emails and paperwork 

since you signed up. Do you have 

any questions about anything you’ve 

received? [My Name]. 

27



The Ultimate Guide to Texting Your Customers

Now That You’re Ready to Text  

How to Let Customers Know They Can Text You 

Now that you’ve adopted a texting tool and your team is ready to use it, let your 

customers know they can text you using the following ideas.  

Social media   
Draft a simple message like the example to 

the right and download our customizable 

template to create your own announcement 

to share with your followers.    

       Download the template here Want to get in touch with 
us fast? We’ve enabled our 
phone number for texting!

REACH US BY TEXT ANYTIME. 555-475-5555

Did you know you can now text Emerald City 

Staffing? That’s right, the number you use to call 

us is now enabled for text messages. Whether 

you need help finding a new job or just have a few 

questions about our services, we’re just a text away!

Website 
Identify all the areas on your website that display your phone number and add copy to 

make it clear that customers can now call and text that number.
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Signs  
If you have a brick-and-mortar store, signs 

placed in windows and on front desks are 

also an effective way to spread the word 

about texting. 

EMERALD CITY STAFFING

Ask us about 

transitioning to a new 

career, current job 

opportunities, and more!
555-475-5555

Text Us! 

Continued: Now That You’re Ready to Text 

Flyers   
Print small flyers to hand out to 

customers or insert into delivery 

packages. If you have access to a 

feature like Zipwhip’s Keywords, you can 

encourage customers to start texting by 

running a contest or promotion.  

      Download this customizable template 

to create your own flyer 

DID YOU KNOW EMERALD 
CITY STAFFING OFFERS 
TEXTING? 

You can now reach us by text on our regular business number!   
 

 
 

Test it out now! Text the word CAREERS 
to the number above and we’ll add your 
name to our drawing for a free iPad.

555-475-5555 

Email marketing   
Already have a list of customer email 

addresses? Send out a brief email to 

let customers know they now have the 

option to call, email or text to get in touch 

with you.  

Subject: You can now text us!  

Hi there. We wanted to let you know that 

we’ve added a quick and easy way to reach 

us — text messaging! We can now send and 

receive texts on our regular business phone 

number: 555-475-5555. Save us in your 

contacts and feel free to text us anytime.
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Continued: Now That You’re Ready to Text

Email signatures  
We recommend that all employees who 

send customer-facing messages update 

their email signatures to include texting. 

Jordan Smith 
Emerald City Staffing  
Text or Call (555) 475-5555

On-hold or voicemail messages  
Update your voicemail to say something like, “Thanks for calling. We’re not able to answer 

the phone right now, but please leave a voicemail or text us at this number and we’ll 

respond as soon as possible.” 

See how other companies are spreading the word with creative examples:  

Read the post   > 
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Now That You’re Ready to Text 
How to Do More With a Texting API  

Texting software already offers a number of benefits to customer communication, but 

depending on your needs, using an API (Application Programming Interface) will enable your 

business to add robust, scalable messaging capabilities to the software you already use.

An API is a software go-between that enables two applications to exchange data with 

one another, such as allowing Zipwhip’s texting software to integrate with a CRM. Your 

business may be interested in a texting API if:  

You want to integrate texting capabilities into a third-party or proprietary CRM or 

software that you’re currently using.  

You intend to send a high volume of messages (i.e., programmatic or automated texts). 

You want the option to send both one-way text messages (i.e., alerts and 

appointment reminders) and two-way text messages (i.e., conversational texting).   

Common ways to use a texting API 

• Notifications. Send notifications about account changes, transportation dispatches, 

delivery status updates and billing notices.  

• Reminders and confirmations. Send reminders and confirmations for appointments, 

prescription refills, bill payments and curbside pickup.  

• Alerts. Send emergency alerts to staff and customers, alert a change in a 

transportation schedule or let bank clients know of a large withdrawal.  

• Two-factor authentication. Verify a customer’s identity or manage password resets.  

• Compliance. Sync text messages to your CRM for compliance, legal and customer 

services purposes. 

• Marketing. Send customers targeted messages about upcoming sales and discounts 

in bulk.  

Learn more about Zipwhip’s API here. Or contact us to start a conversation about how 

your business can best leverage an SMS API.
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Closing Thoughts

From selecting the right tool to effectively marketing your new texting capability, we hope 

this guide helps remove any hurdles you might encounter as you add texting to your 

communication strategy.  

If you do have any questions, we’re here to help. Contact us or browse content on our 

blog and Resource Center. 

Want to try 
  

for free?

Sign up for a trial and 
see what you can do with 

Texting for Business.™

Get a free copyLearn more

We can literally have someone text us for information about the school, send them that 
information, get them to set up a lesson, and accept their payment — basically all from Zipwhip. 
It’s just made our lives easier. 

— Jeff Novack, West Coast Music Academy 

Immediately it’s a great return on investment especially if you’re able to use it in multiple ways. 
And even if you think there’s only one way that it could be used, I guarantee you there are many 
other ways.

 

— Hillary Louarti, Diamond Transportation

“

“

”

”

It’s just been a game changer. For every phone call that comes in, we probably have about 10 
different clients that are texting us. 

— Dan DeFay, SmartFirm IT 

“
”
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About Zipwhip

Zipwhip is the leading business-texting platform in North America, helping more than 

35,000 organizations engage their customers and drive growth through texting. Zipwhip 

has text-enabled more than 5 million landline and toll-free phone numbers so that 

businesses can reach their customers immediately, on the channel they prefer.  

Organizations can text-enable their business lines in minutes and seamlessly fit texting 

into their existing workflows using Zipwhip’s out-of-the-box software or customizable APIs. 

And with the most direct carrier connections of any texting provider, Zipwhip offers the 

fastest and most reliable message delivery in the industry so you know your customers 

get the message every time.  
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Appendix

1. Why Your Customers Don’t Answer the Phone Anymore 

Methodology: In May 2019, Zipwhip partnered with SurveyMonkey to poll 500 consumers 

to learn more about how they use phone calls to communicate and how consumer 

sentiment toward phone calls has shifted. 

2. Why Your Customers Don’t Read Your Emails Anymore  

Methodology: In May 2020, Zipwhip partnered with SurveyMonkey to poll 600 consumers 

about their personal behaviors in relation to email. 

3. 2021 State of Texting   

Methodology: In Dec. 2020, Zipwhip partnered with SurveyMonkey to poll over 2,000 

businesses and consumers about their communication preferences and current uses of 

texting.  

4. Generational Texting  

Methodology: In Nov. 2018, Zipwhip partnered with SurveyMonkey to poll 538 people 

in the United States to learn about texting habits and preferences among four different 

generations (Baby Boomer, Generation X, Generation Y and Generation Z).

5. 2019 State of Texting 

Methodology: In Dec. 2018, Zipwhip partnered with SurveyMonkey to poll 2,000 

businesses and consumers about their communication preferences and current uses  

of texting.

Additional resources to learn more 

• Zipwhip Resource Center

• Zipwhip Blog

• Get in touch
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Thank You
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