
Offices Worldwide

The services described in this publication are subject to availability and may be modified from time to time. Services and equipment are provided subject to British Telecommunications plc’s respective standard conditions of 
contract. Nothing in this publication forms any part of any contract. © British Telecommunications plc 2020. Registered office: 81 Newgate Street, London EC1A 7AJ. Registered in England No. 1800000.

October 2020

For more information,  
get in touch at 
smenquiries@bt.com  
www.bt.com/smartmessaging

Customer use case: 
Retail
What were the challenges?
•	�� A retailer was spending too much time and 

effort writing, planning and sending emails for 
communication.

•	�� They were not getting the results as expected through 
email communication to customers.

•	�� Customers were not opening their emails or emails went 
to spam inbox.

Outcome
•	� They were able to achieve higher response rates with 

SMS than with email. This is because 98 per cent of texts 
are opened by their recipient compared to only 20 per 
cent of emails. Retail consumers are also familiar with 
receiving messages on their mobile, further increasing 
engagement.

•	� Consumers could receive news on promotions instantly 
to their mobiles. 

•	� There was a productivity gain from not having to manage 
multiple systems to communicate and send emails.

•	� Better campaign results due to the market leading 
engagement that SMS offers. 

Whilst our stores are closed, 
our online shop is still open. 
Here’s 20% off your next 
order, use “SPRING20” at the 
checkout. http://store.co.uk.  
To opt out, please reply STOP.


