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Who is Zipwhip?
Zipwhip empowers companies

technology in 2014 when it

receive texts from their existing

to communicate with their

became the first company to

business phone number.

customers in the most effective

text-enable an existing landline

way possible – using text

phone number.

Although texting is 25 years
old, it’s a booming technology

messaging. Today, more
than 35,000 businesses

Zipwhip’s direct network

that improves with age.

rely on Zipwhip’s powerful

connectivity, intuitive cloud-

Zipwhip remains focused on

software and consumer-

based software and an

innovation – continuously

focused innovation. With

enterprise-grade API mean

enhancing the platform and

deep expertise in the texting

businesses can use any

network infrastructure to

space since 2007, Zipwhip

computer or mobile device to

address the requirements of

pioneered texting-for-business

securely and reliably send and

customers well into the future.
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How to Use This Report
This e-book was created for businesses that have

We don’t believe that phone calls should be

a hard time reaching customers through phone

eliminated from your outreach. There will always

calls and need a better way to get their attention.  

be a time and place for them. What we hope
you realize by the end of this e-book is that to

Think of your audience. As you know, a crucial

promptly reach your customers, you can’t rely on

factor in successfully selling your product or

phone calls alone anymore; supplementing phone

service is knowing all about who you’re selling to.

calls with text messages is the best way to get

To get a picture of their needs and wants, you’ve

ahold of one another.  

probably analyzed audience demographics on
your social media pages and website, chatted

We encourage the re-publishing of text, data

face to face with customers – maybe you’ve even

and graphics in this report as long as all uses

created buyer personas. No matter how you get to

appropriately cite and link back to the

know them, taking the time to do so pays off in the

original report.  

long run.  
What about evaluating customer preferences
when it comes to how they want to communicate
with you? All of us (not just our customers) have a
tenuous relationship with the phone call – it’s not
uncommon for us to ignore calls from numbers
we don’t recognize (thanks, robocalls) and we
reluctantly play time-wasting games of phone tag
until both parties are available to talk.
A “lack of responsiveness” is the top frustration
we hear from businesses when it comes to better
serving their customers — it’s becoming too hard to
get someone on the phone. If your customers are
giving you the runaround, this e-book will help you
gain insight into their behavior and understand how
texting captures their attention better.
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Our Methodology
We surveyed 520 consumers
for the purpose of this e-book.
We surveyed each participant
individually and blindly from
a purchased panel sample
through SurveyMonkey. All
respondents are from the
United States and took the
survey in June 2019. None
were compensated for
their participation.
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Key Takeaways for
Businesses
We came away from our consumer research with six major takeaways
for businesses. If you want to align your communication strategy with
your customers’ preferences, here’s what you need to know.
2
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People often reject
phone calls from
businesses and
unknown numbers

People often feel
anxious about talking
on the phone

Top five reasons
people avoid calls
from businesses and
unknown numbers

As technology evolves, so

email and texting as a preferred

Based on our survey, below are

does the way we communicate

method of communication. This

the five most common reasons

with one another. Telephone

change in consumer habits

people choose to ignore

calls were once the primary

has led to an increase in the

phone calls from a business or

method businesses used

number of people who feel

unknown number:    

to connect with customers.

anxious about talking on the

Today, a large majority

phone. Our survey showed that

1. Being busy throughout the

of consumers choose to

77% of consumers experience

day making it hard to answer  

reject or ignore phone

some degree of anxiety when

calls. In our survey, 97% of

talking on the phone, with

respondents reported rejecting

41% feeling anxious often to

or ignoring phone calls from a

very often.

3. Don’t feel like talking on

business or unknown number,

Read more on page 12

the phone

1

Phone calls have fallen behind

with 87% stating they do it

2. Prefer to communicate in
other ways

4. Find phone calls intrusive

often to very often.
Read more on page 7

5. Don’t have time to get
caught in a conversation
Read more on page 7
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Continued: Key Takeaways for Businesses
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Nearly half of all calls
are expected to be
spam robocalls by
the end of 2019

Top 5 words used to
describe phone calls
and texting

People often find
phone calls to
be disruptive

In reviewing the data from

Interruptions throughout the

Answering the phone and

our survey, we found that

day can be difficult to avoid.

hearing a recorded voice from

the following words were

Phone calls are no exception.

an automatic dialer immediately

used most often to describe

Our data revealed that 96% of

alerts us to the likelihood

people’s thoughts, feelings

respondents find phone calls to

that we’re about to hear a

and perceptions about phone

be disruptive, with 68% saying

solicitation to buy something,

calls and texting. Here are the

they’re disruptive sometimes

an attempt to sway us in favor

five most common words used

and nearly 28% saying they’re

or against a political candidate

to describe each method of

always disruptive.

or a scam from a dubious

communication. Texts: Quick,

Read more on page 8

person or organization. Most

Easy, Convenient, Good,

of these types of unwanted

Efficient. Phone Calls: Intrusive,

calls are considered spam.

Annoying, Good, Unnecessary,

However, some city and state

Communication.

governments use robocalls

Read more on page 15

for the common good, such as
public safety announcements.
So, while some robocalls are
considered helpful, many are
not which is why people tend to
cringe the moment they hear an
automated message.
Read more on page 10

Survey participant quote:
“If I don’t know the number, I just
don’t answer. I assume that if it is
important, they will call again or
leave a message.”
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Customer Perception of
Phone Calls
We asked survey respondents to give us one word to describe how they feel about phone calls. The more
often the word was used the larger it appears in the word cloud below. As you can see, many of the words
below connotate negative sentiment toward phone calls, though words like “good” and “useful” show that
there are still situations where consumers prefer to pick up the phone.

Inconvenient Time Unnecessary Boring
Okay
Scams

Good

Annoying

Personal

Anxiety

Time Consuming

Direct Waste Long

Interrupting

Informative

Spam Telemarketers
Necessary Stupid Easy

Depends

Old

Communication
Time Scary Intrusive
Bothersome Awkward
Disruptive Useful

Irritating
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Why Customers Avoid
Phone Calls
There are, of course, plenty of reasons why we

With every missed connection, a follow-up (and

avoid phone calls – we’re all living busy lives!

possibly many follow-ups) has to occur, creating
extra work just to reach one person. All parties

We kept businesses in mind when we surveyed

involved would save time if a connection could

consumers because, after all, ignored phone calls

be made on the first contact. There’d be no

can end up hurting a business in the long run.

need for annoying games of phone tag and
no need to leave voicemails (which are often

Think of it this way: When a business is unable to

ignored anyway).

get ahold of a customer, not only does it impede
the speed and quality of customer service that

You know your phone calls aren’t getting through

a business can provide, but employees end up

anymore, so let’s look at why it’s happening.

wasting valuable time.

How often do you ignore/reject phone calls from businesses and unknown numbers?
Very often

63.27%

Often

23.85%

Sometimes
Never

10.19%
2.69%

First up: frequency. Nearly 88% of respondents

With calls, they want to know who they’re about

ignore phone calls from businesses and

to enter a conversation with before they answer

unknown numbers “Often” or “Very often.”

and what the call will be about.

Combine that with those who answered
“Sometimes” and the number of people who
reject these phone calls spikes to 97%.

Unless your customers have your business
number saved to their contacts, you’ll be labeled
an “Unknown Caller” and straight to voicemail

Yikes! That’s a lot of rejected calls.

you will go.

But the high percentage is expected given our

So, what about identifiable business calls? Why

culture of information on demand: Consumers

do those get ignored? The data below offers

want lots of it and they expect it instantly.

more insight.
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Continued: Why Customers Avoid Phone Calls

How often do you find phone
calls to be disruptive?

Always 27.69%
Never 3.65%

Sometimes 68.65%
Whether you’re at work, at home or out and about
town, answering a phone call can take you out of
your element.
It requires your full attention, forcing you to stop
what you’re doing and switch gears to start a
conversation that you have no information about.
If you’re in the middle of something important –
whether you’re having dinner or binge watching a
favorite show, that call is going to have to wait.
It’s much easier to ignore a call and get back to
it when you’re free but doing so creates a rift in
business and consumer communication.
The customer will either expect your business to
contact them in another way or they’ll forget about
the missed call until they’re contacted again. Either
outcome leaves your business with more work.
Why Your Customers Don’t Answer the Phone Anymore
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Continued: Why Customers Avoid Phone Calls

Next, we asked about specific reasons why

It’s also significant that over 30% of consumers

consumers ignore phone calls from businesses

may not answer an incoming call from a business

or unknown numbers. Respondents were able to

or unknown number because they don’t feel

select more than one answer.

like talking on the phone. Similarly, falling just
under 31%, consumers said they prefer to get in

The top answers involve time. Nearly 40% said

contact in other ways. With plenty of other things

that answering the phone is difficult because their

they could be doing and other communication

day is busy; about 23% said calls take too long;

channels they’d rather use, these answers are

and about 30% said business calls and unknown

very much expected.

numbers get ignored because getting caught up
in a conversation takes up too much of their time.

Finally, consider the 14% of folks who said they
don’t like people hearing their calls. It’s something

When a call lights up our phones, it signals to us

to think about for businesses that deal with

that our time will shift to the conversation about to

sensitive information, such as financial data.

happen on the other line. Given that we have jobs,

Ignoring a call from a bill collector, for example,

families to spend time with, exercise to squeeze

is a lot easier than having a conversation about

in and social lives to keep up with, expecting a

personal finances around coworkers. Calls are

customer to press pause in their day without a

only discreet if there’s a quiet place to talk.

heads up is unrealistic.

Select why you avoid phone calls from businesses/unknown numbers (select all that apply)
I’m busy throughout the day and it’s hard to answer 		

39.81%

Phone calls take too long 					

22.69%

I don’t like people hearing my phone calls 			14.42%
I have anxiety about talking on the phone 			23.46%
Phone calls are intrusive 					

30.58%

I just don’t feel like talking on the phone 			31.15%
I don’t have time to get caught in a conversation 		

27.69%

I prefer to communicate in other ways 			30.96%
Other (see page 11)

					18.65%
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Why Customers Avoid Phone Calls
Robocalls and Spam
Spam, scams and robots: Training us to ignore calls we don’t recognize
Robocalls have become such an issue over the past few years that the FCC (Federal Communications
Commission) has begun a nationwide crackdown on them. It’s estimated that Americans lost more than
$10 billion over the last year due to scam phone calls.
It’s no surprise that when answering “Other” to the survey question on the previous page, many
respondents blamed spam, robocalls and telemarketers as the reason calls go unanswered. See next page

Robocalls

Spam calls

Telemarketing calls

Any recorded message. The

Any type of unwanted or

Calls for the purpose of selling

message can be voiced from

irrelevant calls sent to a large

a product or service. They can

an actual person or from an

number of recipients. Robocalls

be considered spam.

artificial voice. They can be

can be considered spam,

considered spam.

and scam calls fall under this
category, too.

By the end of 2019, it’s expected that nearly half

spam-blocking apps and blocking numbers that

of all calls will be spam robocalls according to

frequently call. The FCC even offers this number

a study referenced in an FCC report. And as of

one tip for consumers to stay safe from robocalls:

July 2019, at least 34 billion robocalls have been

Let the calls go to voicemail.

placed in the U.S. this year alone.
We’re not only being conditioned to ignore calls
Mobile service providers are creating spam

we don’t recognize, but we’re now being proactive

blockers to help stop unwanted calls from passing

about choosing which numbers can reach our

through their networks, and consumers are

phones in the first place.

dealing with robocalls themselves by downloading
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Continued: Robocalls and Spam

Spam is weakening our trust in calls. Laws are being passed to help alleviate the number of calls but
stopping them completely will be a herculean effort. Until then, count on the possibility of your business’
phone number getting confused with robocalls and spam.

The “Other” Reasons Customers Avoid Phone
Calls from Businesses/Unknown Numbers

Scammers
Telemarketers

Solicitors

Robocalls
Bots

Annoyance

Why Your Customers Don’t Answer the Phone Anymore
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Time

Spam

Intrusive

Irrelevant

Unknown

Scams

Fraud
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Why Customers Avoid Phone Calls
Phone Call Anxiety
What it means and why it contributes to ignored calls
There was a time when our landline phone would

Some may feel butterflies in their stomach and

ring, and we’d run to answer it, buzzing with

general uneasiness while others may experience

anticipation about who it could be. That sentiment

physical symptoms, such as nausea, sweating

is long gone, as you’ve read so far, but for some

and fainting, which

folks a ringing phone isn’t just irritating; it can be

can point to a more

downright daunting.

general anxiety
disorder, according

Almost 24% of respondents said they ignore

to Dr. Bo Bennett, a

calls from businesses or unidentified numbers

social scientist and

because they have anxiety about talking on the

business consultant

phone, and about 77% said they can feel anxious

based in the

when having to do so.

Boston area.
Bo Bennett, PhD,
Social Scientist

How often do you feel anxious about talking on the phone?
Very often 20.38%

Often 21.15%

Never 22.88%

Sometimes 35.58%
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Continued: Phone Call Anxiety

Regardless of how someone experiences

We have options now. The convenience of

anxiousness, this negative association with calls

having a “heads up” has pushed many to favor

prevents people from answering their phones

text-based channels that let us answer on

and instead leaves them opting for an alternative.

our own time, mask our emotions and get our
message across faster.

“There’s no do-overs with a phone call,” said
Dr. Bennett. “With text you could start typing

“There was no reasonable alternative for this kind

something and then you could back it up. You

of instant communication,” said Dr. Bennett of

can kind of proof your work and then send

technology before text-based communication.

it. There’s that little safety net there. With the

“With a phone call people can detect

telephone, once you kind of say it, the damage is

nervousness pretty easily and lack of confidence.

pretty much done.”

These are things that come across much easier
by voice and over the telephone than with a text.”

“There’s no do-overs with
a phone call. With text
you could start typing
something and then you
could back it up.”
–Dr. Bennett

There will always be a need to talk on the phone
and it can sometimes be unavoidable. For those
instances, Dr. Bennett suggests a few simple
practices to break through the anxiousness.
“One is definitely practice more with friends
and family or coworkers that you’re already
comfortable speaking to,” he said. “Number two,
use call screening, because there’s less surprise.
You know who you’re going to talk to.”

Dr. Bennett explains that being anxious about
speaking to people on the phone generally aligns

And for conversations that get too

with how people feel about speaking in public

overwhelming, Dr. Bennett suggests just

and leaving voicemails. It can be worrisome when

hanging up, then reconnecting.

there’s no option to prepare what to say.
“Use the old standby of, ‘Oh, sorry, we
Another contributor to phone call anxiety is that

got disconnected,’ as your fail-safe. If the

we all make far fewer phone calls now than we

conversation is going terribly, you could always

did 10 or 20 years ago; we’re out of practice,

just hang up, get your thoughts together and

making the “unknown” that much more uneasy

gain your composure again.”

for us to process.
Why Your Customers Don’t Answer the Phone Anymore
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Why Texting is a Good
Alternative to Phone Calls
Customer Perception of Texting
Customers view texting in a positive light. It’s

also said they respond to a text message from

a convenient, immediate and concise way to

a business within an hour. That number climbed

communicate. A text can be sent quickly and

to 85% when the text was sent from a friend or

securely with very little effort. And while phone

family member.

calls will always have their place as a way for
individuals to stay in touch, when it comes to
business practices, texting is becoming the
preferred method of communicating.
According to our 2019 State of Texting research,
39% of businesses use some form of texting
to communicate with their customers. Of the
61% who said they don’t currently text, we
predict many will adopt the technology
soon. To back up that claim, 64% of
respondents from that group said they
see the value in business texting even
though they haven’t adopted it yet.
As a conversation tool, texting is the
highest priority form of communication
as well as a highly preferred one.
Whether a person is texting their best
friend, their mechanic or their hair salon,
“inbox zero” still exists in texting.
Data confirms that individuals respond quickly
to incoming texts. Our research found that 74%
of consumers said they have zero unread text
messages at a given time. Furthermore, 74%

Why Your Customers Don’t Answer the Phone Anymore
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Why Texting is a Good Alternative to Phone Calls

Words Commonly Used to Describe Phone Calls
Compared to Texts
When survey respondents were

of robocalls, telemarketers,

Texting capabilities have come

asked to describe phone calls

solicitors and spam callers.

a long way. Early software

using one word, the words

However, texting stands on

featured SMS (Short Messaging

used most often were intrusive,

its own merits as an emerging

Service) technology that is still

irritating, unnecessary and

technology that is constantly

used today. Next came MMS

annoying. On the contrary,

improving with the release of

(Multimedia Messaging Service)

texting was viewed more

new and upgraded features.

and with it the ability to send
and receive pictures and video.

favorably and was most often
described as quick, easy,

In addition, texting continues

convenient and efficient.

to gain in popularity because

The next level in the evolution

of the increasing number of

of texting encompasses

In our opinion, the less desirable

smartphones sold with texting

RCS (Rich Communication

view of phone calls may be

apps enabled; and because most

Services). RCS is being rolled

attributed to the prevalence

phone service plans include

out at a slower pace as carriers

unlimited texting whereas in the

integrate its more advanced

past consumers had to pay for

features into their networks

every message sent.

and smartphone manufacturers
build the nascent technology
into their handsets.

Why Your Customers Don’t Answer the Phone Anymore
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Why Texting is a Good Alternative to Phone Calls

When Communicating with Businesses,
Consumers Have Their Preferences
Consumers want to

Some conversations are

communicate on their own

just more sensitive than

terms and at a time that is most

others, so having a way to

convenient for them. They also

share information privately is

want it to be in a manner that

preferred and much easier to

is easy and discreet, both of

do over text than by phone.

which are hallmarks of texting.

Even if the information isn’t

private or confidential, the
desire not to bother or disrupt
co-workers or others nearby is
just one more reason texting is
gaining in popularity.
In our 2019 State of Texting
report, we found that nearly
40% of businesses already
text with their customers.
When communicating with
businesses, most customers
prefer to use texting
to receive alerts about
appointment reminders, billing
and payment notifications,
customer service inquiries and
support issues.
According to the Pew Research
Center, 81% of Americans
now own a smartphone. And
because all smartphones are
enabled with a texting app, it’s
anticipated that the number
of consumers who choose to
interact with businesses by
texting will increase in the years
ahead. Due to this trend, more
companies are expected to
adopt texting as part of
their communication
strategy to attract and retain
more customers.

Why Your Customers Don’t Answer the Phone Anymore
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Why Texting is a Good Alternative to Phone Calls

Common Misconceptions
About Texting
As with any type of technology, texting may seem

Presumably, in the past the respondents had been

impersonal and leave some feeling disconnected

sent texts they didn’t wish to receive, or they felt

and thus less inclined to use it. Like other forms

the timing and/or frequency of the message was

of two-way communication, there exists the

inconvenient or inappropriate to them. Because

possibility of using it in ways that can seem

texting still involves a human element like

intrusive or annoying. When we asked survey

determining what to say and when to say it, there

respondents to use one word to describe texting,

may be situations where the technology is less

those two words were used by some individuals.

welcome. However, the option to turn off alerts or
block a phone number from sending a text to you
is an option that is always available.

Why Your Customers Don’t Answer the Phone Anymore
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Why Texting is a Good Alternative to Phone Calls

Breaking Down Negative Feelings About
Text Messages

Okay

Impersonal

Brief

Fine

Great

Quick Intrusive
Easy Simple Convenient Awesome
Good Text Annoying Communication
Efficient
Helpful
Useful
Interesting

Fast

Acceptable

Spam Ok Fun

Short

Preferred

Alright

When the telephone was first

If we look at each of these

In another example, if the

introduced, some people felt

words, we can see that texting

sender of a text wishes to be

that it would be a nuisance

can be described in this way

brief and shares facts without

and could not think of why

depending on the content

much preamble, the message

they would want one in their

of the message, the person

could be viewed as curt and

home. Over time, it became an

sending it, the frequency and

impersonal. Without a human

indispensable part of our daily

timing or whether the text was

voice to convey tone and

lives. Texting is no exception.

unsolicited. If someone is in

emotion, it’s easy to understand

It has its champions and

the middle of an important

how such a message could

its critics. In all fairness, we

meeting, is deep in thought

lack warmth and a personal

wanted to share some of the

or is focused on a project that

touch. While those factors

less favorable words used by

requires concentration, it’s

may be seen as negative in

some respondents to describe

understandable how a text

the eyes of some, they may be

texting. The three most

alert (or ringing telephone for

seen as positive in the eyes

common were: impersonal,

that matter) could be viewed as

of others who prefer more

intrusive and annoying.

intrusive or annoying.

straightforward communication.

Why Your Customers Don’t Answer the Phone Anymore
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Why Texting is a Good Alternative to Phone Calls

How Phone Calls and Texts
Work Together
The good news is that phone calls and texts

Some conversations are short and don’t require

are complementary communication tools that

a lot of back and forth discussion. In that case,

work well together. Both use the same type

texting may be the best method. However, if you

of hardware: a phone. For many people, a

and the other person would benefit from having

smartphone is the primary device they use to

a more in-depth conversation where a lot of

make calls at home, work or on the go. When

information is being shared, or the topic would

an individual is texting with a business, friend

be enhanced by hearing the inflection or emotion

or family member and they wish to switch to a

of the other individual, then a call would be the

call, all it takes is the touch of a button and the

better choice.

conversation seamlessly moves from a texting app
to the call feature.

With both forms of communication, proper
etiquette goes a long way in ensuring a good
experience. The Ultimate Guide to Texting Your
Customers is an e-book we wrote that outlines
some helpful tips on being a respectful texter. For
example, being mindful of the time of day a text
is sent and introducing yourself if the recipient
doesn’t know who is reaching out to them.
At the end of the day, human beings want
to feel connected and understood. Having
the option to choose between texting
and phone calls makes perfect sense.
Sometimes you want to hear someone’s
voice, or let them hear yours, and other
times a quick text is all you need to
get your message across. Whichever
method you choose, it’s literally
your call to make.
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Closing Thoughts
This e-book was created specifically for you — business professionals
who find it challenging to reach customers through phone calls and
want a better way to get their attention. We suggest keeping these key
survey findings at hand when planning your communication strategy.
Phone calls and text messages are

The increase in spam and robocalls is affecting

complementary communication tools

consumer behavior

Adopting texting for business opens the door for

More and more consumers are ignoring phone

more customer interactions compared to phone

calls in favor of texting. Our 2019 State of Texting

calls alone. That plan makes even more sense

report found that texting is the communication

given that nearly 88% of survey respondents said

medium customers prefer, especially when it

they ignore phone calls from businesses and

relates to scheduling services and receiving

unknown numbers “often” or “very often.”

appointment reminders and confirmations.

Talking on the phone can cause some people to

Consumers often find phone calls to be

feel anxious

disruptive but view texts as convenient

Many people ignore calls because speaking on

Having your focus and attention interrupted by

the phone causes them some degree of anxiety.

a phone call can be distracting. On the contrary,

Providing a texting option allows consumers to

receiving a text message is favorable because

communicate in a way that is more comfortable for

the receiver can choose when to respond. Due

them while also increasing customer satisfaction

to the ease and convenience of texting, most

and response rates. And they can text your business

consumers respond within one hour of receiving

using the same number they already use to call you.

a text from a business.

Reach more customers by giving Zipwhip’s Texting for Business a try.
Start a free trial
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Resource Links
Pew Research Center:
pewinternet.org/fact-sheet/mobile
State of Texting:
https://www.zipwhip.com/state-of-texting/?utm_source=phonecallsurvey&utm_medium=ebook&utm_
campaign=phonecallsurvey
The Ultimate Guide to Texting Your Customers:
https://www.zipwhip.com/lp/the-ultimate-guide-to-texting-for-business/?utm_
source=phonecallsurvey&utm_medium=ebook&utm_campaign=phonecallsurvey
FCC Report on Robocalls:
docs.fcc.gov/public/attachments/DOC-356196A1.pdf
Stop Unwanted Robocalls and Texts:
fcc.gov/consumers/guides/stop-unwanted-robocalls-and-texts#call-blocking-resources
How T-Mobile, AT&T, Verizon and Sprint fight robocalls on their network:
usatoday.com/story/tech/talkingtech/2019/07/08/block-robocalls-tools-cell-phone-provider/1642154001
Bo Bennett, PhD, Social Scientist:
archieboy.com/tools/lp/Bo/Archieboy/2/About-Bo-Bennett
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