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Does Your Marketing Have a “Missing Link”? 
Our business life is partly defined by our ability to properly collect, retain, organize, and retrieve data. 

Data that is lost – meaning data that is never captured or organized – represents lost opportunities. And 

lost opportunities represent lost revenue. 

Therefore, it is important to capture every interaction you have with your clients and potential clients. 

That includes text messages. 

Only your most important clients give you their mobile numbers, so de-facto, your text messages with 

them are among the most critical and important messages you’ll send or receive. But, unless you have a 

CRM tool integrated into this text messaging stream, you will miss capturing some of the most 

important conversations (and opportunities) happening around you.  

Another one of the most important reasons for having a CRM system is to share information about 

clients and prospective clients throughout your entire company. When you send or receive a text from 

your phone, and that phone is not integrated into your CRM database, you lose that vital advantage. 

However, if those text messages are stored in your CRM database, those messages are actionable by 

anyone at any time.  

For example, if one of your account managers (Joe) is out for several days, another manager (Mary) can 

review Joe’s texts and complete any open actions. If those texts are only on Joe’s phone, no one else in 

the company knows about them – or about the opportunities contained in them. With CRM-integrated 

texting, every outbound and inbound text is logged for future reference and action. 

While capturing important client messages is a primary factor for using a text-integrated CRM system, 

there are other factors to consider. These include: 

• Primacy 

• Urgency 

• Reach 

• Security/Intimacy 

• Rapport 

• Efficiency 
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Primacy 
“We know that a very large percentage of our email never gets through to the recipient and, of that 

which does get through, much of it is never opened or read.” – Joe, automotive industry 

Spam filters can block your email. Busy clients might not open your email or they might open it too late 

for action. You could leave a voicemail, but only 33% of voicemails are listened to. That’s where texting 

comes in. People read texts. 

Why? 

Consider this - who do you give your cell phone number to? People who are important to you! So, if you 

receive a text, it must be important.  It’s the same with your clients. You have their mobile numbers 

because you are important to them. If you text them, they will read it! 

Do you believe that you are too busy to send a text or that your client is too busy to read it? Consider 

this - texts are only 160 characters long. Maximum! That’s roughly 20 to 25 words. With that minimal 

investment in time and effort required, your clients will read your texts. 

Urgency  
“When I send an e-mail or leave a voice-mail message for a client, I have no idea when they’ll get around 

to reading it. My message gets stacked on the pile with all the others; but my clients need to hear from 

me now!” – Jane, health care industry 

Examples: 

“That house you like on Waverly just dropped $50k… shall I prepare offer papers?” 

“We have a late cancellation, so 4pm today is now available… call us if you’d like to book that slot.” 

“Tonight’s seminar has been moved to Walker Hall, room 417. See you there.” 

“We’ve got 10 seats open in our box for tonight’s game… call now if you’d like to come.” 

Your emails and voicemails may never get read, but texts are different. There’s an almost universal 

tendency on the part of people to read text messages. If you aren’t using text messaging in your 

marketing now, you will want to add it before your clients miss another important message from you. 
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Reach 
Consider these scenarios: 

“We have 30 people coming to a seminar tonight, originally scheduled for the Buell Building, room 

549. Well, now we’ve had to move it to the Howard facility, room 217. How can we get the word out 

to 30 people, with less than an hour to our start time?” 

“We’ve got 400 people unable to use our product because of an unexpected Internet security flaw 

that was just discovered. How can we alert them that we have a patch available?” 

“A patient just phoned in a cancellation on his 4:00 pm appointment today, and I’ve got a dozen 

people on the waitlist for an earlier appointment. How can I let them all know… right now?” 

With a CRM-integrated texting system, you can send a “mass text blast” to a dozen people - or to a 

couple thousand - with just a few button clicks. Contacting your clients or potential customers has never 

been easier. 

Security/Intimacy 
“When I send a text, I know it’s more than likely going only to, and directly to, the guy or gal whose 

phone that is. Unlike email or voicemail, it’s probably not being screened. I know I’m talking directly to 

my contact.” – Jim, skilled trades industry 

Rapport 
“Our prospective students,” one college admissions officer told us, “simply prefer Text. It’s what they use! 

College enrollments are down, so we’re competing for their hearts and minds. We need to use every 

possible advantage to tilt them toward choosing us vs. another university. So, we talk to them the way 

they prefer, via text.” – Janet, post-secondary education 

Contacting students by text might seem like a small thing, but, each student enrolling can make a 

difference of more than $100,000 in cash flow over four years. And consider this – if that student keeps 

their phone number after graduation, you’ve just established a deep relationship with your newest 

alumni member. It takes far more effort and money to find new donors than it does to retain existing 

ones, so using text messages to maintain these relationships is smart business. 
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Efficiency 
Which can you do faster – type on a keyboard or text on a smartphone? Sending text messages from 

your computer can take half the time it would to punch the same message into your phone. Multiply 

that times saving by several messages a day and you can see how texting from your CRM system can 

recover hours of productivity for you. 

Your smartphone still has its uses – when you are away from your office. But, when you are at your 

desk, your CRM system provides you two great benefits. First, you can more easily access information 

using a keyboard, a mouse, and a monitor that is much larger than 4 inches! More importantly, the 

message – inbound our outbound – is automatically recorded in your CRM database. This feature saves 

you the time required to manually enter information and it avoids the potentially disastrous event of 

miskeying data. 

You can experience orders of magnitude increases in efficiency if your CRM system supports reactive 

Automated Processes or Workflows, You can use Automated Processes or Workflows to send text 

messages or react to an inbound text message based on specific criteria that you set. With this 

customizable feature, the time-saving possibilities are endless! 

Conclusion 
This white paper has demonstrated the absolute and essential need to have SMS text messaging 

integrated with your CRM system. Whether you use your CRM-integrated text messaging in single-point 

mode (as in phone-to-phone), in broadcast mode for mass marketing purposes, or narrowcast mode for 

urgent client notifications, every inbound and outbound text becomes part of the “corporate memory” 

for later action. With CRM-based texting, the ease of use is high while the cost is low.  

Finally, consider this - the future of communication is about texting. Companies that fail to integrate 

texting into their CRM strategy will find it increasingly difficult to complete in the marketplace of 

tomorrow. What will you do to integrate text messaging into your marketing strategy? 
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