How to Improve Business Communication Through Text Messages

Texting or SMS -- short message service -- is a fast, relatively low-cost way to connect with customers, employees, vendors and carriers. Texting is potentially a small-business owner's most invaluable communication tool, but it isn't a substitute for face-to-face meetings and official letters and reports. And it isn't an excuse for misusing grammar, punctuation and spelling.

Customer Interaction

Texting has simplified the way businesses communicate with customers. Companies create brand loyalty by messaging customers on their mobile devices and through social media sites such as Twitter and Facebook Texting involves customers in interactive activities such as surveys, games and contests. Businesses use the technology to send customers and potential buyers instant product updates and alerts, news feeds and blogs. Texting is a low-cost, real-time alternative to pricey advertising in newspapers and magazines and online.

Internal Messaging

Texting is surpassing email as a fast, convenient communication tool in the workplace. Employees text to schedule last-minute meetings or announce date and time changes of events. Employees working off site can give a supervisor or co-worker instant updates on a remote project. And an employee can send a critical message to a supervisor who's tied up in a meeting without disruption.

SMS over Email

SMS offers the speed that businesses need to communicate rapid changes in pricing goods, introducing new products or services, updating alerts and notifying vendors and carriers of delays in buying and shipping merchandise. Email can handle these tasks, but spam filters screen out and remove large numbers of messages. Also, people aren't online around the clock. But most carry their cell phones at all times, so businesses have a greater chance of reaching them through text messages than email.

Grammar Challenge

Emoticons and other shortcuts are fine in text messages, as long as both senders and receivers understand them. But grammatical, punctuation and spelling errors are never acceptable in business. In a March 4, 2013, "Harvard Business Review" article titled "Good Grammar Should Be Everyone's Business," Brad Hoover, chief executive officer of Grammarly, wrote that using good grammar is how information is conveyed clearly, precisely and professionally. His communication software firm found in a review of 100 employees in the consumer packaged-goods sector that people with good grammatical skills held higher positions in their companies than those with poorer skills. The results suggest that users of good grammar often have characteristics that businesses value, such as attention to detail and critical thinking.

8 Reasons Why Texting is Crucial to Business Communication

In the twenty-four years since the first text was sent, texting and mobile technology have become synonymous with daily life and SMS marketing has also become a very popular tool. But texting is so prevalent – it’s the most prevalent form of communication today – that it deserves much more attention in business communications. To lump together texting with other marketing tools is to do everyone a disservice.
Texting is the most used data service in the world. and virtually all messages are read quickly – even instantly. Because of its prevalence and popularity among consumers, texting could be the single most beneficial tool for your busines:s: 
1. If you’re on a level playing field with your competitors, texting gives you the edge.
In order to stand out from the competition, you have to offer customers something that differentiates you. You need something that says to customers, “You’re a person, not just another piece of data.”
What’s more personal than a text conversation? Compare who you text to everyone you email. Which one do you use for those closer to you? Now you can apply that to your customers.
Texting is the simplest form of engagement, and it’s personal. It’s just the edge you need to hoist your business above the competition. 
2. You need to satisfy today’s experience-seeking customer.
Customers would rather text you than have to call someone else. 
Businesses build brand loyalty today not by providing the best product, but by offering the best experience. Offer me a better experience than your competitor, and I’ll buy from you.
Texting is the most efficient way to give your customers the experience they demand. Nobody has to worry about waiting on hold, or wonder if an email was received. Texting is quick and convenient – just what consumers want.
3. People answer texts far more than phone calls or emails.
It is estimated that 95% of the 8 trillion texts sent every year are read within 3 minutes: compared to this  only 14% of phone calls to businesses were answered without being placed on hold, and only 20% of emails are ever opened at all!
Up to 50% of sales go to the vendor who responds first.
If you want to reach your audience, and make sure they can reach you, the clear solution is texting.
4. Your competitors may already be using it.
Point 1 was that texting may give you the competitive edge if you’re on a level playing field. That also means it could give your competitors the edge if you don’t start using texting soon!
5. Mobile viewers make up most of your website hits.
60% of all web traffic takes place on a mobile device. That’s why Google unleashed “Mobilegeddon” in April 2015. Essentially, they updated their search algorithm to favor mobile-friendly and mobile-optimized websites.
Over half of your viewers are already on their smartphones when they decide they want to contact you, or visit your location, or buy from you.
Let them text you from where they already are – their smartphone.
6. Minimize barriers to entry with Click-to-Text.
Most people know that when you view a website from a smartphone, you can click on a displayed phone number and it will start a call to that business.
But what if they could click that number and it automatically opened up a text message addressed to your business?
How powerful would it be if all your mobile viewers could text you directly from your website, which they’re already viewing from their mobile phones?!


7. Texting gives both parties flexibility to answer on their own time.
Most businesses have the same 8am-5pm operating hours. So what about your customer’s work day? They’re busy working when you’re open, which means communication with you is highly limited.
But your business is closed by the time they actually have time to pay attention to your ads or return your call.
If I see your ad on TV, online, or in a magazine, I’m much more likely to pick up my phone and text you than I am to call you when you open again.
Either way, I know a call will likely bring me some automated service and force me to wait on hold, only to play phone tag in between meetings and assignments over the next few days.
Let customers respond on their time. Let them text you.
8. Millennials are becoming the bulk of your customer base.
Millennials are growing into your buying demographic, if they haven’t already. They also text more than any other generation before them. It’s how they prefer to communicate.
When someone wants to do business with you, it’s because you meet their preferences. Meet the preferences of your customer base. Text.
5 rules for texting
Walk into any boardroom two minutes before a meeting and you’ll find the same scenario: a table full of executives checking their phones with their heads bowed in the “smartphone prayer.”

Text messaging is the fastest way to communicate in business. Quicker than email and more convenient than a phone call, it’s become commonplace. But it’s not always the best choice.

Choose to text message for simple notifications or reminders like “I’m running five minutes late,” or “Remember to bring the report.” As a general rule, consider texting only appropriate for a maximum of two messages -- one message and one reply.

Here are five rules to avoid a text message business blunder.

1. Keep it positive.

Like email, the tone of a text message can be misinterpreted by the recipient. Quick messages can make you come off as flippant or harsh. Instead of staccato phrases, write complete sentences. Add polite touches like “please” and “thank you.” Re-read every message before pressing send to double-check your tone (bonus: no embarrassing typos).

2. Avoid serious topics.

You wouldn’t break up with your girlfriend over a text message -- to be clear, you should not -- and the same goes for business. Never give negative feedback or fire someone via a text message. Any serious conversation should take place face-to-face. It allows for subtle interaction through facial expressions and will ensure clear communication.

3. Don’t abbreviate every other word.

Abbreviations are common in casual texts, but you should be careful how often you use them. Common abbreviations like “LOL” (laugh out loud) and “np” (no problem) are safe choices. However, if you’re communicating with a new customer or acquaintance, take 30 extra seconds and type out each word.

Avoid informal shortcuts like “u” (you) and less common abbreviations like “SMH” (shaking my head) or “MFW” (my face when). Don’t leave your clients and colleagues confused; your texts should convey messages quickly and clearly.

4. Don’t text a last-minute cancellation.

There are a thousand reasons someone may miss a text message. Don’t depend on a quick note to cancel a meeting or change a lunch venue. For an important or time-sensitive message, pick up the phone.

5. Double-check the autocorrect.

Smart phones can occasionally be a little too smart. Autocorrect and voice-to-text features have a sneaky way of changing your intended message into something entirely different and often embarrassing. When using voice-to-text, ensure you’re in a quiet location. It picks up on background noise and may type a nearby conversation instead of what you’re saying.

Text Messaging as a Business Tool

Text messaging is a quick, easy way to contact a large number of people at once. It can also be used as an interactive tool to engage consumers. This is a great tool for your business to take advantage of and, if done properly, can have huge impact.

Here are a few tips to follow.

1) Stay on your shoppers' radar
An occasional text with a spectacular offer or memorable message is effective at keeping your shoppers thinking of you — instead of your competitor — when they realize they need to make a purchase. mShopper research showed that just the act of sending text messages led to a statistically significant increase in mobile website sales, even if the shopper did not click the link in the text alert. You never know when a shopping need will occur, so why not try to be on their radar at all times?

2) Reward loyal customers with exclusive offers
Mobile shoppers love deals — the research shows it again and again. Just look at how Groupon used the mobile channel to grow its business. Text messaging is especially effective at delivering a massive discount (typically 50 percent off) to compensate for the personal nature of how the message is delivered. First, these deals can be delivered to a very large group faster than it would take to create and send a new email. Second, the business can be guaranteed that a large majority of recipients will see the message, and see it in fewer than 15 minutes.

3) Reward loyal customers with exclusive information
Mobile shoppers like to save money, but businesses cannot always afford to offer steep discounts. Text messaging can be used effectively to deliver exclusive (and therefore valuable) information such as details on an upcoming event, the release of a new line of products, a major company announcement, or a new celebrity endorsement.

4) Drive sales of limited quantity and limited availability products
Since 90 percent of text messages are opened quickly by consumers, business can run promotions where respondents need to act very quickly. Examples include messaging that "there are only 25 pairs of shoes left" or "you must respond in the next 2 hours to redeem this coupon." Companies that sell tickets to events should definitely use text messages to alert subscribers that "only 50 tickets remain" to their favorite event.

5) Reach customers at times that they are not typically near a computer
Text campaigns are especially effective when businesses want to reach consumers at times they are not traditionally in front of their computers. These include commuting hours, social hours, weekends and holidays. A coffee shop, for example, can send a text message alert with an offer between 8- 9am when people have coffee on their mind. A pizzeria could send out a text message offer at around 5 pm when people are leaving the office and deciding what to do for dinner.

Encourage interaction at live events
Many businesses spend a lot of money to bring their prospects or customers to an event. Why not add a level of interactivity by encouraging them to send an SMS to the show's organizers in exchange for something of value? For example, SMS can be used to poll the audience about an important topic and then quickly (and discretely) return the results. Event signs can drive attendee participation by asking them to text in a recommendation for the next song to be played, the answer to a trivia question or a photo of something they liked at the event. Even better, the business can follow-up by asking the attendee for permission to contact them in the future.

The case against texting in business: 

Texting  may be convenient but email is almost always a better form of communication in the workplace.

Communicating with coworkers is important, even if a given message seems innocuous. If it has to do with work then every message should be treated the same as any other, and that means it is important. Email is much better for this than texting.

There are several reasons why work communications should almost always be done with email and not via text message:

· Text messages can give the impression that what's being conveyed to a coworker is not important.

· Work communications done with both texting and email don't send a cohesive image for work teams.

· Email leaves a digital paper trail for both sender and recipient that resides with all email about work.

Note that texting is fine for personal messages such as telling Bob where you'll meet him for lunch. It's not necessary to never text at work, but only for messages that aren't work-related. If it's about a project or status, for example, then it should go into an email.

In the event of a legal situation workers don't want the only record of a conversation being on a personal phone.

While texting coworkers about work projects is bad enough, sending them to affiliates in other companies is even worse. The three rules noted above are even more pertinent for communications to those on the outside. Put it in an email, it sends a much better image of you and your company.

Some companies have incorporated texting into the heart of work practices and it might be impossible to forego them in such an environment. If that's the case it's a good idea to follow up the texts with email to get them in the corporate record. That's especially the case if document attachments are involved. If a text is received asking for the latest financial spreadsheet for example, follow up the text message with it attached with an email with the document also attached. 

Texting is convenient and we all do it, often as a first line of communications. Even so, the more formal method of using email is almost always the better method to have business conversations. It keeps the record straight as indicated, and sets a more professional tone for dealing with colleagues.

