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The Rise of Business Messaging 
– What You Need to Know
If you're not using messaging to communicate with  
your customers, you could lose out on a valuable 
channel for building your business. In fact, Gartner 
predicts that by 2022, 70% of all customer interactions 
will involve emerging tools like chatbots and messaging.¹

Why?

The simplest answer: Times have changed. Today, customers have 
no interest in waiting on hold to talk to a business, and they don’t 
have time for brands that make it difficult to find the support and 
information they need, right when they need it. In fact, 75% of adults 
surveyed in 2020 said they want to communicate with a business 
the same way they do with friends and family: through messaging.¹

But if you’re an enterprise business, that invariably prompts the 
question: What’s in it for me? Before you can invest in building a 
conversational messaging strategy, you have to understand what 
your business stands to gain. 

So let’s get started surfacing some reasons why enterprise 
companies may need to prioritize a strategy for using messaging 
across sales, marketing, and customer care teams.

¹ FB Research Study - Sept 2020

https://www.gartner.com/smarterwithgartner/top-cx-trends-for-cios-to-watch
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If you’re not using messaging to connect with your prospects 
and customers, you could be losing out on a huge potential 
sales channel. That’s because messaging and conversations 
aren’t just communications touchpoints -- in many cases, they 
are the primary way people share information with each other. 
And the growth of messaging shows no signs of stopping: 
recent research reveals that 

Helping accelerate sales outcomes and drive 
long-term relationships with conversations
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Globally, the amount of people  
who send and receive text messages 
is predicted to rise to 5.9 billion 
by 2025.

Besides demonstrating the enormous potential for 
messaging as a channel, numbers like these make clear 
that messaging behaviors are more than likely here to 
stay -- and businesses should develop conversational 
business strategies in order to capitalize on the trend. 

https://www.slicktext.com/blog/2018/11/44-mind-blowing-sms-marketing-and-texting-statistics/#:~:text=5%20billion%20people%20globally%20send,80%25%20of%20the%20total%20population.
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So, how do messaging and conversations help drive sales outcomes?
By serving as a foundation for a host of sales activities,  
messaging has the potential to drive sales outcomes in three broad ways:

Helping accelerate your sales process

A 2021 report said that U.S. companies spend $153 billion dollars on 
digital ads each year. These ads do things like inform new audiences 

about products, drive traffic to e-commerce and other websites, and alert 
people to timely and relevant offers. But digital ads have the potential to 

do so much more for businesses when messaging is added to the mix. For 
example, businesses can take a user from an ad impression to checkout 
faster when a personalized conversation is on the other side of a click. 

Ensuring happiness and driving long-term relationships

Sales are great. But repeat sales are even better. And those could be 
more possible when you’re staying in touch with your customer base 

using high quality outreach via messaging and conversations. With the 
right business messaging solution, you can even monitor the quality of 

your messaging outreach so that you preserve those valuable long-term 
customer relationships. 

Alerting customers to new products or offers

If you start building relationships with customers using messaging 
from the start, you’re well on your way to being able to sustain those 

relationships after an initial purchase using conversations. That’s because 
two-way business messaging can give you the ability to stay close to your 
customers after a sale with timely product information or relevant offers. 
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The bottom line? Enterprise businesses need to look to messaging to create conversations that engage their customer base 
and help grow their business over time. As a sales channel, messaging offers global reach, efficiency, the potential for reduced 
costs, and a diverse set of use cases. 

Now, let’s take a look at how enterprise business messaging has already transformed customer care. 

https://www.statista.com/topics/1176/online-advertising/
https://www.statista.com/topics/1176/online-advertising/


4

It’s time to face the on-hold music: 
messaging for customer care
Your customers don’t want to sit and wait to get the help they 
need from a customer service agent. They expect a quick and 
helpful response from your business in minutes, not days.  
But you don’t have to invest in costly phone support to make  
real-time communication a reality.

So, what does that entail?

Finding a business messaging solution that gives you the power 
to drive personalized, two-way communication at scale while 
keeping costs low. While traditional call centers are costly and 
take a long time to deploy, messaging and conversations can 
provide an efficient way to scale communications and can reduce 
the cost of world-class customer support. In fact, a 2021 study 
from Gartner predicts that by 2025, 40% of customer service 
organizations will actually transform themselves into profit centers 
by becoming leaders in digital customer engagement. 

This aligns with a distinct shift in the market towards a proactive, 
asynchronous model of customer care. Instead of forcing 
customers to wait on the phone to speak to an agent, enterprise 
business messaging enables customers to simply start a 
conversation with their favorite brands and get help immediately. 

With asynchronous messaging like this, businesses can provide 
assistance 24/7 using automated chats that trigger customized 
routing and follow-up.

Here’s an example: Say a customer in another time zone reaches 
out to your business asking when their recent purchase is 
scheduled to arrive. A chatbot can pull data from that customer’s 
order number and let them know exactly when their order will 
arrive, saving the customer time, and your business from funding 
additional customer service resources. Many of these common 
questions can be answered asynchronously by AI, saving the 
more detailed questions for a live customer service agent and 
helping reduce costs for your business.

Embracing this fast, efficient, and proactive customer care 
model will help your business to reap the rewards, saving 
time and money in the long run, just like the Mexican airline, 
Volaris. Using a chat plugin on their site, they saw a 83% 
cost reduction for customer care channels. At least 56% of global messaging app users surveyed say they've messaged 

brands to get more information at every stage of the buyer's journey.

UK 56%

US 59%

India 67%

Brazil 67%

https://www.superoffice.com/blog/response-times/#:~:text=Nearly%20half%20of%20all%20of,within%2015%20minutes%20or%20less.
https://www.superoffice.com/blog/response-times/#:~:text=Nearly%20half%20of%20all%20of,within%2015%20minutes%20or%20less.
https://www.gartner.com/en/newsroom/press-releases/2021-01-12-gartner-predicts-80--of-customer-service-organization
https://www.gartner.com/en/newsroom/press-releases/2021-01-12-gartner-predicts-80--of-customer-service-organization
https://www.nicereply.com/blog/messaging-in-customer-service/
https://www.nicereply.com/blog/messaging-in-customer-service/


Have conversations that help drive marketing conversions
As an enterprise business, messaging provides an exciting and invaluable tool to directly 
communicate with your customer base, and in a way that scales with your business. 

So how can you tap into this channel to engage new and existing customers?

Well, messaging helps enterprise businesses get closer to their customers, while scaling  
their engagement efforts. But messaging can drive more than just customer care outcomes.  
In fact, business messaging solutions can fuel every stage of your marketing and sales funnels. 
Conversational commerce is creating a shift in the world of messaging, and there are many  
opportunities to optimize messaging as a dedicated sales channel. We’ll unpack this for you.

01 
Discovery
Keep buyers and customers 
informed about new products 
and services.

02 
Make a purchase
Build a shopping experience driven 
by a conversational flow.

Let’s say you’re the leader of an e-commerce business that’s 
been successfully driving increased traffic to your site via paid 
ads. Users who arrive at your site from the ad seem engaged, 
and are even adding products to their cart after browsing 
some product pages. But, then you notice a drop off– users 
are abandoning their carts without completing their purchase.

Solution: your business sends an abandoned cart reminder 
via messaging to re-engage those leads, offering an additional 
15% off discount code to motivate the purchase. Now you’ve 
found a way to help win back those prospects and drive them 
to check out.
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03 
Get support
Provide always-on access to 
answers about orders, returns 
or general inquiries.

Have conversations that help drive marketing conversions

04 
Delight and retain
Send personalized outreach that 
complements previous browsing 
or buying experiences.

We’ll give you another example. In many countries, mobile 
usage is made possible with top-ups initiated by users. 
Trouble is, if the user doesn't initiate the top-up, your 
business doesn't get the sale. Your business can streamline 
this process–and support your bottom line– by sending 
proactive mobile top-up reminders via messages. 

Solution: you send an automated message to your 
customers who have opted-in, letting them know they’re 
almost out of minutes and inviting them to top-up directly 
in-chat. This saves your customer the inconvenience of 
discovering they’ve run out, and allows your business to  
take charge of your conversions.   
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With a 2020 report stating that 85% of consumers surveyed saying they would like to 
message brands directly, it’s clear that businesses need to meet their customers where 
they’re at– on their preferred messaging platform. Your customers don’t want to take 
time to download your business’s individual app to get the help they need (Forbes, 
2021). They want to use an app they already use every day. Which is why for your sales 
and marketing outcomes, it’s critical to use a popular messaging channel that has the 
ability to reach millions around the world.

Have conversations that help drive marketing conversions

05 
Drive upsells
Use conversations to maximize 
the value of your relationship.

Just like the examples we’ve seen above, financial services 
brands can also proactively message customers who have 
opted-in about special promotions or discounts. Let’s say your 
bank would like to generate increased sign-ups for a new cash 
back credit card. How can you help drive business outcomes?

Solution: you send a proactive, personalized message to 
your customers letting them know they can get a reduced 
interest rate if they sign up now. You’ve just utilized a direct 
line to your customers, engaging them with a personalized 
promotion and driving conversions.

https://www.prnewswire.com/news-releases/livepersons-2020-consumer-preferences-for-conversational-commerce-report-reveals-skyrocketing-demand-for-messaging-and-conversational-ai-301182473.html
https://www.prnewswire.com/news-releases/livepersons-2020-consumer-preferences-for-conversational-commerce-report-reveals-skyrocketing-demand-for-messaging-and-conversational-ai-301182473.html
https://www.forbes.com/sites/johnkoetsier/2021/02/15/91-of-us-hate-being-forced-to-install-apps-to-do-business-costing-brands-billions/?sh=4d9ed6725da8
https://www.forbes.com/sites/johnkoetsier/2021/02/15/91-of-us-hate-being-forced-to-install-apps-to-do-business-costing-brands-billions/?sh=4d9ed6725da8
https://www.statista.com/statistics/258749/most-popular-global-mobile-messenger-apps/
https://www.statista.com/statistics/258749/most-popular-global-mobile-messenger-apps/
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Our predictions for the future of 
business messaging
For businesses that haven’t yet optimized for conversational 
commerce–know that messaging isn’t going away any time 
soon. The time is ripe to jump on board.

In fact, a 2018 report from Harvard Business Review states that 
68% of companies surveyed expect advanced mobile messaging 
apps to play a highly important role in online consumer marketing 
within five years. In the coming years, we believe that more and 
more customers will have completely personalized shopping 
experiences via messaging, just with a couple taps of their phone 
screen. In this not-so-distant future, enterprise businesses may 
actively introduce products to customers based on their 
preferences and needs, closing the gap between discovery and 
purchase while increasing customer engagement. 

What’s more, personalized product recommendations in-chat will 
continue to help drive the future of enterprise business messaging, 
and will help businesses see a massively increased ROI on their 
messaging channels. In a 2019 report, Salesforce found that 
personalized product recommendations drove just 7% of visits  
but an astounding 26% of revenue. 

That’s over a quarter of your revenue that can be driven by 
the power of business messaging. 

We’ve seen how conversations with customers through  
messaging have already transformed customer care outcomes,  
and they’ll continue to evolve in the years to come. The increase 
we’ve seen in enterprise business messaging is predicted 
to cause a similar decrease in customer service call center 
investments. Businesses who embrace this form of messaging  
will shift from funding in-person call centers toward the ROI-
friendly alternative: using real-time chatbots to answer the most 
common customer questions and complaints.

AI has already proven its worth in customer care use cases, but 
it will also prove incredibly valuable as businesses start sending 
automated product recommendations, abandoned cart reminders, 
and in-stock notifications, all through one centralized messaging 
channel. As this technology advances, we expect to see more 
brands implementing AI as a sales and marketing tool across 
their messaging channels. Customer engagement on messaging 
channels will continue to increase as business response times 
shorten, paving a clear path for the growth of global business 
messaging over the next decade.

https://www.salesforce.com/blog/retailers-personalize-messaging/
https://developers.intern.facebook.com/success-stories/dekoruma/
https://developers.intern.facebook.com/success-stories/dekoruma/
https://developers.facebook.com/success-stories/betterware-mexico/
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So, what’s the key takeaway here? 
Today’s customers not only want a quick and easy way 
to connect with brands, they want to engage with a 
business while they shop. And as an enterprise business, 
one of the best ways to give your customers a helpful 
and personalized shopping experience is through 
messaging and conversations (Drift, 2018). The sooner 
your business optimizes for messaging, the sooner you 
may start to reap the rewards. 

What are you waiting for?

https://www.drift.com/blog/selling-with-live-chat-best-practices/



