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I have been using SMS Magic with Salesforce, and I have to say, 

I absolutely love it! In my industry, our customers are always on 

the go. Texting is the most efficient method of communication, 

and SMS Magic makes that possible!



Overview

Conversational text messaging is a powerful communications channel. In fact, it’s the fastest 

growing communication channel today. Why?  Because it’s a form of natural, interactive 

conversation that 99% of professionals use every single day.

Text messaging can be used by your business to:

Engage more customers. When you blend a natural channel with 6X the response rates, 

you will engage and converse with more of your prospects and customers.

Create customer loyalty. We all know that repeat customers offer more profitable 

revenue. Text messaging gives you more repeat customers than any other method. 

Improve marketing results. Whether you want more qualified leads, a faster trip through 

your pipeline or a more effective way to automate marketing communications, text 

messaging is your solution.

Businesses that use proven best practices in conversational text messaging get better results, 

across the board. 

This whitepaper shares some best practices for users of text messaging, proven by our 1500+ 

global customers. 

 

First, let’s chat about how to engage your prospects and customers with conversational text 

messaging from SMS-Magic.
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How to Use Text Messaging to Engage Customers

A Retailer Drives Repeat Business with Conversational Text Messaging

Conversational text messaging is the personal way to engage your customers. Since over 85% 

of customers would prefer texting versus email or phone calls, you’ll be communicating with 

them in the way they prefer. Even better, texting is such a natural way to converse; you’ll get 

6x the responses you’d get with email.

With SMS text messaging you can begin and continue more conversations as you build 

customer engagement and loyalty while you deepen your profiles of your individual 

customer’s preferences.

Fashion Era’s month-over-month revenue growth had stalled during the last two quarters and 

the retailer knew if they could drive more repeat business, they could get their numbers back 

on track. Email offers weren’t producing the response they needed so the marketing team 

decided to try conversational text messaging to increase customer engagement.

Here’s how they did it.

First, they created an automated text messaging campaign, including business rules to 

capture data and trigger campaign steps based on the behavioral patterns of their audience.

Then they created personal discount codes and URLs for their contacts so that anytime a 

customer used a code or clicked on a link, they could track their behavior.
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The next day, he’s sent another 

message with a thanks for checking 

out the website and a discount code.

Here’s how it worked for John, a sometime customer of Fashion Era:

John signed up for Fashion Era’s company blog. After responding YES to a text opt-in, he is 

sent the following text message.

Like most of us, John is always 

looking for a good deal on jeans. 

When he is near a Fashion Era store 

a week later, he drops in to check 

out their jeans. He finds a pair he 

likes, uses his personal discount 

code, and buys them.

When John uses the discount code to make the purchase, it triggers a set of follow-up messages 

thanking him for that purchase and offering more items similar to his recent purchase.

John happens to be waiting for a meeting when he receives this text, so he clicks on his 

personalized link and checks out a few items. The person he’s meeting arrives so he moves on 

with his day.

Hi John, thanks for 
subscribing to our blog. 
As a reward, get 25% off 
any purchase this 
month with Coupon 
Code #9899
– Fashion Era

Hi John, Thanks for 
buying jeans at our 
Oxford St store. We 
hope you like them. We 
have a new line of jeans 
you may like. Visit 
(ShortURL)
 – Fashion Era
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A week ahead of his anniversary, 

John receives this text message. Hi John, Your 
anniversary is next 
week. For gift ideas for 
Sally, visit (ShortURL) to 
save 10% on any 
purchase made by 
March 24. Coupon Code 
ANWK10
– Fashion Era

These types of messages and triggers are sent via an automated campaign. John will 

continue to receive offers and discounts, invites to new items, and more over time

John also receives simple surveys to capture more insights about important things in his 

personal life.

For example, John was asked for his wife’s name and their anniversary date in survey 

messages. He was also asked for his birthday, favorite clothing items and favorite color. That 

data was captured and used to create triggers for other messaging offers.

It just so happens that John had forgotten his anniversary, so he’s grateful for the text 

message reminding him. He drops into Fashion Era after seeing a watch on their site that he 

thinks Sally will like. He uses his discount code to purchase it.

Using Personal Data for Engagement with Text Messaging
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On his anniversary, he receives 

this message.

He clicks on the link and is 

asked 2 questions; did his wife 

like the gift, and when is her 

birthday. Fashion Era will remind 

him about that date too.

Happy Anniversary, 
John. We hope Sally 
loved the watch! Please 
share your feedback. 
<PersonalURL>
- Fashion Era
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Customers who review products at Fashion Era’s site are also sent a thank you message for 

their reviews, along with a discount code. Any reviews, positive comments on Fashion Era’s 

blog or other interactions are rewarded.

On the other hand, if a customer is upset with a purchase or the company, they are sent a 

series of messages surveying their dissatisfaction and offering discounts and special offers. 

Depending on their responses to the survey, they may be sent to a customer service agent for 

an outbound call to discuss their situation.

In John’s case, he reviewed the company after their anniversary text, thanking them for caring 

about him and saving his marriage.

Rewarding Buyer Behavior with Text Messaging
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Thanks to conversational text messaging, Fashion Era was able to personally engage their 

customers and drive repeat business. Their text messaging campaigns increased their sales, 

revenues, and bottom line. They also increased customer loyalty and brand satisfaction, 

especially for customers like John, who now won’t miss his wife’s birthday or their anniversary 

ever again.

He then receives this message, which 

gives him an offer to sign up for 

Fashion Era’s Loyalty Plan.

Hey John, thanks for for 
the review. Get 15% 
Discount on Every 
Purchase and more. 
Sign up for our 
membership plan 
here(short URL) It’s Free!
– Fashion Era

Since we’re talking about customer loyalty, let’s explore other best practices methods for 

increasing loyalty and return revenue with text messaging.
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Increasing customer loyalty by 5% with conversational text messaging can increase your 

business’ profitability by 25% or more.[1] Return customers tend to buy more from you over 

time, around 10X the value of their initial purchase. They also become lower cost to serve over 

time. Even better? Loyal customers refer your business to other customers.

How do you create customer loyalty in the digital age, where internet shopping and price 

comparisons happen in an instant? Without discounting to the lowest possible price, that is.

One answer is to deliver loyalty programs through conversational text messaging.

By adding conversational text messaging to your marketing channels, you can begin and 

continue conversations that compel your customers to keep coming back and buying more.

How does a loyalty program work? It’s simple. Customers sign up for your program and then 

are given discounts and special promotions to come back and buy more. The longer your 

conversation continues, the more you learn about your customers (thanks to well-placed 

messaging surveys) and the deeper your loyalty can grow.

Creating Customer Loyalty with Conversational Text Messaging

Here are the simple steps to use conversational text messaging to capture your customers’ 

attention and loyalty.

Invite customers to sign up. Announce your program to current customers by sending 

them a text message inviting them to join.

Six Steps to Customer Loyalty with Conversational Text Messaging

1. 
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Promote your loyalty program. Be sure to promote how easy it is to text to join 

your program at every customer touch point, from coupons on your website 

and social media postings to ads and promotions inside your business.

2. 

Capture mobile numbers at checkout. Also, be sure to get their number so you 

can text them after first purchase, if they haven’t opted-in ahead of that time.

3. 

Incent them to join. Be sure you explain the value they will get from your loyalty 

program.

4. 

Be consistent. Once a customer joins your program, continue to converse with 

them on a regular basis. Never sell, do have a conversation.

5. 

Continue to improve. Use analytics in your advanced conversational text 

messaging system to track, measure, and improve your loyalty program. Use 

surveys and single question messages to capture further insights on what your 

customers want.

6. 

Corner House is a small restaurant in the downtown area of a large city. They serve breakfast 

and lunch 7 days a week and dinner Thursday through Sunday nights for local residents. Their 

business was good but not growing during the breakfast and lunch hours. The owner, Jan, 

wanted to increase her repeat business from all of the neighboring office buildings, since she 

knew that repeat customers were the key to growing her revenues and bottom lines.

Jan decided to start the Corner Club, a loyalty program that gave customers weekly discounts 

on specific offers, as well as points for purchases they can apply toward free food.

How Corner House Grew Revenues and Loyalty with Conversational 
Text Messaging
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As part of the promotion, customers were given the following offer. This offer was specifically 

designed to compel customers to join. Who can say “No,” to a free dessert or coffee drink?

When customers send the keyword “CornerClub” to 50505, an automated multi-touch 

messaging welcome campaign was triggered to begin for that customer.

Welcome Campaign

“Join our Loyalty Program and get a free dessert or coffee drink.
Just text “CornerClub” to 50505 to join.”

First, a confirmation of their program 

membership was sent via text.Welcome to Corner 
Club. You’re in <First 
Name>! Your ID # is 
4327. Show this at 
checkout to get your 
free dish.
 - Jan, your Corner 
House owner.
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Then, when the customer uses their 

personal ID to get their free dish, 

the following message is triggered 

to be sent the next day.

When a customer visits their profile and 

updates certain required fields, they trigger 

a personalized offer based on one of their 

selected preferences. For example, the 

following message is sent when someone 

selects chocolate cake as their favorite item 

on Corner House’s menu. If this customer 

had selected Waffles, the system would 

have automatically triggered that offer.

We hope you enjoyed 
your free dessert! We’ve 
started a profile to 
better serve you. Visit 
http://bit.ly/1OBGyEy to 
view or edit your Profile. 
- Jan, your Corner House 
owner.

Thanks for helping us 
better serve you <first 
name>. Use this 25% off 
coupon to get that 
chocolate cake you like. 
We appreciate you!
- Jan, your Corner House 
owner.
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Corner House also created an ongoing loyalty campaign for their Corner Club members. 

Messages that are regularly sent out include the following.

Monthly offers as well as ad hoc special events are announced to customers via text 

messages. For example:

Ongoing Loyalty Engagement

Jan wanted to increase her business 

from the local crowd during happy 

hours and weekend dinners. 

Messages like this one did just that.

Hi <first name> We’re 
having Special Happy 
Hour Prices and Live 
Music with local 
guitarist, Allen Jones. 
Join us from 5-7 pm on 
Nov 11th. - Jan, your 
Corner House owner.

For important personal dates, 

messages like this are 

automatically sent to customers.

Happy Birthday <first 
name>! Come celebrate 
with us and get 25% off 
any dinner item. Enjoy 
your day!
– Jan, Corner House
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Monthly reward specials are sent to 

each customer like the following 

text message.

Come join us for our 
monthly celebration, 
<first name>  Buy one 
complete breakfast and 
get 35% off on the 2nd. 
We appreciate you!
– Jan, Corner House

Anytime a customer dines at the 

restaurant, they’re automatically 

sent a text message with an update 

to their Loyalty Program points. 

When a customer gets enough 

points for a reward, they are 

messaged as well.

Jan’s Loyalty Program worked even better than expected. Since she used conversational text 

messaging to reach out to her customers, people responded. That meant she began 6x the 

conversations she would have if she’d used email.

You earned another 
500 points <first name>!  
You are a Gold VIP. 
Come in and get 20% 
off any item. We 
appreciate you! 
–Jan, Corner House
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Text messaging dramatically increases engagement and customer retention/loyalty.  

There are a number of other ways that messaging can and will increase your marketing 

ROI. Here are a few additional best practices. 

11 Ways to Use Text Messaging for Marketing Results

As customers joined her Loyalty Program, they liked it so much they brought their friends 

along. Her breakfast and lunch business is booming and Corner House dinners have increased 

by 25%. Happy Hours are packed and more and more revelers are staying for dinner, too.

With a bit of attention and caring, Jan’s business now gets repeat customers every single day. 

Thanks to a few well-orchestrated text messages.

Conversational text messaging is the fastest growing marketing channel on the planet. Why? 

It’s a natural form of communication. Which is why 99% of us send a text every single day.

There are so many ways to use text messaging for marketing to attract and engage your 

buyers. The only limits are in your imagination!

Following are 11 ideas to get you started:



Send a simple survey to find out what’s relevant to your buyer1. 
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Relevance is the number one thing 

buyers want from you. The relevance 

gap is also the biggest issue your 

buyers have with you. Text 

messaging makes it easy to learn 

what interests your buyers so you get 

and stay relevant. Just ask them!

Gamification can increase your 

response rates and return buyers. 

Ask your buyers to respond to 

profiling questions with the offer of a 

prize or discount. You’ll learn more 

about them, send them more 

relevant content and offers, and 

they’ll like you even more.

Entice your buyers to answer questions and win prizes and offers2. 

We’re talking shoes 
<first name>. Which do 
you prefer? Text BOOTS, 
HEELS or FLATS to 
65656 and get 10% off 
your next pair. Thanks 
for sharing.
- Liz at ShoesRUs 

Hi <First name>. Answer 
simple questions to win. 
Text IMIN to 65655.
3 lucky winners to receive 
$300 Amazon coupons, 
all get a discount!
– Flip, The Grill
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Everyone loves a birthday or 

anniversary. Celebrate with your 

customers to earn their appreciation 

and loyalty. Be sure questions to 

capture their important personal 

dates are part of your surveys and 

you’ll be all set to go.

Use conversational text messaging 

to reward the behavior you want 

from your buyers. You can also send 

them offers or special discounts 

when they give you a less than 

satisfactory review or comment.

Reward customers for positive reviews or referrals4. 

Celebrate special days with your customers3. 

Happy Birthday <first 
name>! Come celebrate 
with us and get 25% off 
any dinner item. Enjoy 
your day!
–Jan, Corner House

Hey John, thanks for the 
review. Get 15% 
Discount on Every 
Purchase and more. 
Sign up for our 
Membership Plan here 
(ShortURL) It’s Free!
- Mike, XYZ
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As you learn your audience 

preferences, you can alert them when 

something really special is available or 

happening that interests them. Give 

them a sneak peek ahead of everyone 

else with a simple message. They will 

know you care and feel special. That’s 

a great way to build loyalty.

Sometimes you have super offers 

that everyone wants. Text messaging 

is a great way to begin the 

conversation on that offer, and get 

buyers to have a conversation with 

you about that cool stuff.

Keep your customers up-to-date on cool stuff6. 

Text for unique and relevant opportunities5. 

Hey <firstname>. We just 
added a new class on 
Architecture that’s 
perfect for you. Check it 
out here. <personal url>  
- Jenn, U of A

Hey <firstname>. I just 
got a new listing that 
has everything you 
want. Views too! Look 
here <url>. Text YES to 
get a personal look.
– Eve, 1Stop Real Estate
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When customers are loyal, it’s good to 

reward them with special surprises 

that they’ll like. You can offer 

upgrades, specials and more. When 

you make your customers feel special, 

they want to do more with you.

Whenever you’re launching a new 

product or service, let your buyers 

who would be interested know about 

it, up close and personal. Simply text 

them to let them know what’s new. If 

you want, you can include a discount, 

although that’s not always necessary. 

For example, in a service organization 

you could ask them to text a keyword 

to schedule a meeting to discuss the 

new service.

Share new products with customers who will like them8. 

Surprise your customers with upgrades for an enhanced experience7. 

You’ve been so loyal 
<firstname>. Please 
accept this special 
upgrade offer the next 
time you visit our club. 
Your code is #9976.
– Jon, Sports Club

<firstname>, We just 
released an improved 
version of moisturizer 
that you love. Look here 
<Personal url>. Use code 
#4479 to get 15% off! 
–Les at Faces
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Confirmation messages are used 

frequently for retail purchases and 

financial services transactions. 

Confirmations also come in handy 

in all other industries, for example 

when a student enrolls in 

university courses.

Conversational text messaging is a great channel to schedule appointments or enroll 

in webinars, classes, and more. Simply text a message to your contacts with a link to 

a calendar. When one of your contacts schedules, an automated message will be 

sent for them to confirm. Then, you can send them a reminder of the appointment or 

event at appropriate intervals, also through text messaging automation.

Schedule appointments, reminders and instructions10. 

Confirmation messages9. 

Thanks for enrolling in 
Top University’s fall 
classes <first name>. 
Here’s your 
confirmation <Personal 
URL> Text HELP to 5463 
if you want changes 
–Jon at TU

Here’s a link to schedule 
your interview with 
Apple Inc  <first name> 
<ShortUrl>. We’re 
looking forward to 
meeting you. Seth, 
Recruiting Now

Hi <first name>. We just 
wanted to remind you 
of your interview with 
Apple on Thursday at 
10am. Questions? Text 
HELP to 9676.
GOOD LUCK! -Seth, 
Recruiting Now
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With conversational text messaging, you’ll get 6x the responses from prospects and buyers. 

That means you have more conversations with your audience, learn more about them and 

deepen your relationships. All in a way that’s natural, interactive and immediate.

How will you use text messaging to grow your business? The only limit is your imagination.

We’ve addressed a number of fundamental best practices and opportunities for 

using text messaging within your business. Now let’s review a few basic dos and 

don’ts for text messaging.

We learn the most when we listen to 

our customers. Conversational text 

messaging makes that easier than ever. 

Send a question or two, or a link to a 

slightly longer survey. You can also 

send quick surveys immediately after a 

customer works with your team to get 

their feedback on their experience.

Customer experience and satisfaction surveys11.

Thanks for trusting us 
with your banking 
needs. How was your 
experience? Text 1-5 to 
32546 to rate us. 1 is 
Super, 5 is Not Great. 
 – Amy, B of N 
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7 Dos and Don’ts for Conversational Text Messaging

Follow messaging best practices for opt-ins1. 

Build a simple text opt-in program2. 

Understanding and following a few simple best practices will help ensure your success with 

conversational text messaging.

Following are a few of the initial best practices we share with new customers. These simple 

dos and don’ts will give you a head start on your own conversational text messaging 

programs.

DO

One of the most important best practices is to confirm opt-ins before you send the first 

message of your text messaging program. Always be sure to get explicit consent in 

writing, through a web form, a Keyword text response or a document. That way you 

stay in compliance with the TPCA rules and regulations, avoiding a SPAM violation than 

will cost you $500 or more for each text message sent that’s out of compliance.

DON’T

Just go out and buy a list of mobile numbers and start sending text messages. That’s a 

fast way to be labeled as a Spammer and fined accordingly.

DO

Create an opt-in program to grow your text messaging lists. Be sure to make it simple 

for people to opt-in with a keyword response to a short code. Entice them to opt-in 
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with an offer, such as a coupon, discount or some kind of game where they can win 

prizes. Make it fun, exciting and most of all relevant to your audience. Advertise your 

opt-ins on your website, promotional materials and social media posts. Be sure to tell 

your opt-ins what to expect from your messaging program, for example how many 

messages to expect and at what frequency.

DON’T

Use misleading forms or bait and switch by compelling eople to sign up for emails and 

then switch to text messages about another topic. If you want to offer them another 

type of content, send a message and ask them to opt-in to the new program.

Offer simple ways to opt-out of a text messaging campaign3. 

DO

Use short codes to make opting out easy and immediate. Be sure to share the opt-out 

short code when your buyer first opts into your campaign. Also, remind contacts how 

to opt out on a regular basis, with a simple addition to another message or a 

stand-alone message.

DON’T

Ignore creating an opt-out process. Just as in any other form of direct marketing, you 

need to offer people a way to stop receiving your text messages. When someone 

opts-out, be sure to confirm their opt-out immediately with a message, and then honor 

that opt-out. Sending any messages after someone opts-out is spamming and you will 

be fined. Not to mention making the people you want to converse with angry.
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Schedule your conversational text messaging campaigns at optimum times4.

DO

Research to find the best times for interacting with your audience in their specific 

country or region. The best times vary from region to region, and of course based on 

time zones.

DON’T

Schedule messages at annoying times, like late at night, during local dining hours or 

early in the morning. Just think about those telemarketers that call at the most 

inappropriate times. Do not be like them with your messages.

Use compelling Calls to Action (CTAs)5.

DO

Ask your audience members what they care about to learn what’s relevant to them. 

Then use relevant offers as your CTAs. For example, if a segment of your list likes 

discounts, offer them coupons. If another segment likes to be ahead of their neighbors, 

offer them early access to new arrivals or new services.

DON’T

Expecting people to jump into your texting program is not the way to grow your list. 

Offer them something of value and relevant to them. Never send out a messaging 

campaign without a compelling CTA and simple response option.
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Get and stay relevant6.

DO

Use conversational text messaging to learn about your individual prospects and 

customers. Ask questions about what matters to them, survey them for preferences 

and always ask for their opinion on their experience with your organization. Use those 

insights to send them relevant content and offers. Focus on what they want to know, 

not what you want to say.

DON’T

Sending everything to everyone on your list is a quick way to get mass opt-outs. So is 

sending massive amounts of random content on a frequent basis. Don’t do it.

Set a reasonable frequency for your messages7.

DO

Set a reasonable schedule for your text messaging outreach. One message per week 

is accepted as a best practice frequency. If you have some news or an offer that needs 

to be sent immediately, you can do that, but only on an infrequent basis.

DON’T

More is not better in the case of text messaging. Don’t ignore your frequency and send 

more messages just because you’re getting great responses. You’ll ruin your 

momentum and increase opt-outs.



Business Inquiries
US: 1-888-568-1315
UK: 0-808-189-1305
AUS: 1-800-823-175

www.sms-magic.com
sales@sms-magic.com
Follow us on

To book a demo simply message
“DEMO, FirstName, Email” to
US: 36343
AUS: 61427142795
UK & RoW: 00447860017097

About SMS-Magic 

SMS-Magic is a proven, global messaging platform for Salesforce, with over 1500 clients across 190 countries, 

including small, midsize, and enterprise accounts. SMS-Magic enables Salesforce users to engage buyers and win 

and retain more new customer revenue, while creating strong customer relationships that drive sustainable 

competitive advantage. SMS-Magic is the most positively reviewed messaging application on

Salesforce AppExchange. 

The Bottom Line

When you follow these simple best practices for conversational text messaging, you will 

attract and engage more prospects, move them through your pipeline more quickly and 

convert more sales. It’s simple and effective.

Once you try it, you’ll wonder why you didn’t adopt text messaging sooner.

[1] Bain & Company http://www.bain.com/Images/BB_Prescription_cutting_costs.pdf


