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About this Document 

Businesses that rely exclusively on voice calls and 
voicemails are out of touch with reality and with their 
customer base. Customers are texting your landline 
or toll free number, and it’s bad business to ignore 
them.

Zipwhip contacted over 1,500 consumers from across 
the United States to compile this original study on 
consumers’ feelings, opinions, and preferences about 
business texting.
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1. Introduction

 

If your business has a phone 

number, your customers are 

texting it. 

This wasn’t necessarily true even a year  ago, but 
consumer habits have changed.

Businesses that rely exclusively on voice calls 
and voicemails are missing possible connections. 
Customers are texting landline and toll free numbers, 
and it’s bad business to ignore them.

It’s a story we’re hearing more often. A business adds 
Zipwhip texting to a landline or toll free number and 
receives a sudden flood of messages from customers 
that have been trying, and failing, to contact it.

Zipwhip has been connecting landlines with text 
messaging for years, but demand for text is suddenly 
surging. Text traffic to toll free phone numbers grew 

300% last year, and so far 2016 is already breaking 
records.

Why are so many people shifting to text? Why now? 
Is this a fad or a long-term trend, and what do 
businesses need to know? 

We surveyed over 1,500 consumers from across the 
United States in search of answers. Here’s what we 
found.

pHone CAlls Are inConvenienT.
Some people prefer voice calls, but many others 
prefer to text. Supporting phone calls and text 
messages on the same number gives you the best 
chance to connect with all your customers. 

voiCemAil is DeAD. 
Consumers rarely respond to voicemails, especially 
when the number isn’t saved in their address book. 
One in four consumers won’t even listen to a 
voicemail if they don’t recognize the caller.

THe FuTure is TeXT.
Across all age groups, smartphone owners no longer 
view calling as their phone’s primary function. Text 
messaging is the most-used smartphone feature, 
ahead of internet access, voice calls, and email.3

Key Takeaways

 › Customers are 7x more likely to text back after 
receiving a text than call back after receiving 
a voicemail

 › 84% of consumers don’t answer calls from 
unknown numbers

 › 94% of consumers don’t respond to voicemails 
from unknown numbers

 › 37% of consumers would rather text with a business 
than speak on the phone

 › 44% of consumers have sent a text back after 
choosing not to answer a call

text messages are sent to 
landline telephone numbers 
every day.

150m
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2. The Dreaded Phone Call

 

Your mobile phone rings, but you 

don’t recognize the number. How 

do you respond? 

If you’re like most of the people Zipwhip surveyed, 
you let it keep ringing. A full 84% of consumers say 
they won’t answer calls from numbers they don’t 
recognize.

As a business, your phone number probably isn’t 
saved in your customers’ mobile address books. 
That’s why so many of your calls go straight to 
voicemail. 

Don’T Be AnnoyinG
Your customers mute incoming calls because they 
don’t have time in the middle of the workday to stop 
what they’re doing and speak with you. Even a “quick 
five minute call” can last for 20 minutes or more.

When Zipwhip asked consumers to describe 
how they feel when businesses call them, 76% of 
respondents chose negative terms like annoyed or 
inconvenienced.

Among respondents who dislike speaking to 
businesses on the phone:

 › 50% described calls as annoying;

 › 37% said disruptive;

 › 35% said inconvenient;

 › 30% said time-consuming; and

 › 26% said “a necessary evil.”

These negative feelings spill over to the person 
or company placing the call, hurting your brand 
perception. Annoyed customers are less likely to buy 
what you’re selling, if you even get through to them. 

Text messages offer a welcome alternative to 
annoying phone calls. Some of your customers still 
want to call, but all of them will appreciate having a 
choice.

How much do your 
customers hate it 
when you call?

52%
of consumers would rather sit in in 
rush hour traffic for AN HOUR than 

sit around while waiting on hold.

of consumers won’t answer a 
call from an unknown caller.84%

of consumers dislike talking 
to businesses on the phone.76%
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supporTinG your CusTomers’ CHoiCes
When a call comes in, your customer has four 
choices: mute, message, decline, or answer. 
When they don’t recognize the caller, only 16% of 
consumers choose to answer.

Although few answer the call, nearly half of 
consumers have chosen to text back to an incoming 
call instead of answering. You’re significantly more 
likely to get a response if you support both options.

CHoosinG TeXT over voiCe CAlls
Text messaging used to be viewed as a personal 
communication channel, but that view has changed. 
More consumers are choosing to text with businesses 
like they do with friends and family.

A 2015 Nuance survey found that 1 in 5 consumers 
would rather text with a business than speak to one 
on the phone.2

Zipwhip’s survey, performed only one year later, 
found nearly 2 in 5 people would prefer to text, a 
100% increase!

Consumers that don’t answer or reply to your phone 
calls might still be solid leads and engaged customers, 
you’re just reaching out to them the wrong way.

only 16%
of consumers will answer the phone if they 

don’t recognize the caller, but 44% will 
consider texting back.

of consumers would rather 
text with a business than call.37%

Demand for business texting 
has doubled over the past 
year.

2x
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3. Leaving the Right Message

 

If a customer ignores your phone 

call, and most will, you have few 

options. Leaving a voicemail is a 

bad one.

There’s a reason major institutions like J.P. Morgan 
and Coca-Cola have killed voicemail in their offices. 
Michael Schrage sums it up well in a 2013 Harvard 
Business Review article:1

Listening to a voicemail takes time that busy people 
don’t have. 

When a missed call comes from a friend, family 
member, or colleague, a name appears in the missed 
call log. The recipient can respond without actually 
listening to the message.

When a missed call comes from an unknown number, 
the recipient can respond blindly, listen to the 
message, or ignore it.

Nearly a quarter of consumers simply ignore it, 
refusing to listen to voicemails left by unknown 
callers.

Even when they do listen to the voicemail, very few 
consumers will respond if they don’t know the caller. 

Of the few who do respond to voicemails from 
unknown callers, half will send a text message but 
won’t call back. Only 3% of all voicemails from 
unknown callers will get a call back.

“The truly productive have 
effectively abandoned 
voicemail, preferring to 
visually track who’s calling 
them on their mobiles.”

consumers won’t listen to 
voicemails from unknown 
callers.

1 in 4

of consumers won’t respond 
to voicemails from unknown 
callers.

94%
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more ConvenienT For CusTomers
If you don’t connect on the first try, sending a text 
is your best shot at getting a response from your 
customer.

If a customer receives a voicemail and a text message 
from two unknown numbers, they are seven times 
more likely to respond to the text.

Text messages deliver better results because they’re 
convenient. Your customer can see at a glance who 
is texting and what you want them to know. They can 
respond on their own time.

The fact that you support text says something about 
your brand. Sending a text signals that you respect 
your customers’ time and gives your customers a 
chance to control the conversation. 

more TrAnspArenT For Business
Text messages also give you, the business, more 
insight into whether your message goes through and 
it is received.

The first outbound phone call that you make to 
a customer is likely a formality. You ask “is this a 
convenient time to talk?” and take the conversation 
from there. 

It is time-consuming to reach out to a customer just 
to schedule another phone call. A text message is 
more efficient for simple tasks like scheduling.

Plus, with a reputable texting platform, businesses get 
a delivery receipt as soon as a text message reaches 
the customer. You’re never left guessing whether your 
message made it through. 

 

How landline texting 
works
Many businesses ask us how their 
existing landline number can support 
text. It’s a simple 3-step process, 
whether you’re sending texts to 
customers or receiving texts back.

05

a text from an unknown 
number is 7 times more likely 
to get a response than a 
voicemail is.7x

A moBile user senDs A 
TeXT To your eXisTinG 
lAnDline. 
Sending a text to a landline 
is no different than sending 
a text to your friend’s cell 
phone.

iT AppeArs on your  
CompuTer or DeviCe. 
The messages arrives on 
your computer without 
having to  install any new 
equipment on  your phone. 

senD A reply TeXT 
BACK To your FrienD 
or CusTomer. 
Check your messages from 
anywhere even if you’re 
not at your desktop using 
the Zipwhip mobile apps.
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4. Connecting with the Future

 

“You used to call me on my cell 

phone,” chimes a popular Drake 

song. It’s an appropriate anthem 

for Millennials.

Across all age groups, smartphone owners no longer 
view calling as their phone’s primary function. Text 
messaging is the most-used smartphone feature, 
ahead of internet access, voice calls, and email.3

Texting is even more popular with the Millennial 
generation, adults between the ages of 18 and 34. 
Millennials represent the largest age group in the U.S. 
workforce, and their influence and buying power 
continue to grow. As Millennials gain influence, their 
preferences will shape the future of communications.

Millennials’ top priorities are control and convenience, 
and text messaging delivers both. Offering Millennials 
a positive experience means supporting text. 

Given the choice, most Millennials would rather text 
with a business than call. Most, 61%, think businesses 
should call and text them from the same number.

Millennials are four times more likely to text back 
to a text than call back to a voicemail. When they 
do respond to voicemails, they’re four times more 
likely than the average consumer to send a text back 
instead of calling.

Millennials are driving the current surge in text traffic, 
and businesses would do well to take notice.

Millennials are forming 
relationships with brands 
for the first time as adults. 
Offering them a positive 
experience is crucial.

3 out of 5
Millennials will reply with a text after choosing not to 

answer a phone call.

2x
Millennials are more than twice as likely as Gen X'ers 

to reply to an unknown sender's text.

of Millennials think 
businesses should use the 
same number for calling and 
texting.

61%

Millennials are 4 times more 
likely to respond to a text 
message than call back to a 
voicemail.

4x
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moBile perspeCTive
If you remember a time when every house had a 
landline phone and cell phones looked like bricks, 
you might not understand how Millennials view 
communications.

Few young adults have landlines. For them, “my 
phone” means “my mobile phone.” To these adults, a 
phone number is just a phone number. All numbers 
should support critical communication features, 
including text.

The Millennial perspective actually makes sense. 
There’s no real difference between a 10-digit landline 
number and a 10-digit mobile number. In other 
words, there’s no technical reason that every phone 
number can’t support both texting and calling.

A TrenD, noT A FAD
Text traffic between mobile and landline networks 
has grown steadily over the past eight years. Lately, 
that growth has accelerated. Text traffic to toll free 
numbers alone grew 300% last year, and so far 2016 
is already breaking records. 

Business texting today appears to be where 
email was in 1995. It’s an essential, near-universal 
communication platform.

Consumers are fed up with poor voice calling 
experiences like waiting on hold and receiving 
unwanted robocalls. They crave the control and 
convenience that text delivers.

Combined with Millennials’ growing influence, 
demand for business texting will continue to surge. 
This isn’t just a fad, it’s an established growth trend. 

Text traffic to toll free 
numbers increased threefold 
in 2015.

300%

Who is actually 
texting?
Millennials aren’t the only people who 
prefer text. Higher income earners 
and women in all age groups are more 
likely to text with you.

Consumers earning $150k +

Women are Texting

07

of top earners think 
businesses should support 
calling and texting on the 
same phone number.

75%

of top earners describe 
receiving a phone call from a 
business as “time consuming.”

62%

women are more likely than 
men to ignore an incoming 
call from an unknown 
number.

7% 
more 
likely
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5. Conclusion

 

Most consumers agree that 

businesses should accept text 

messages on the same number 

they use for voice calls, their 

existing phone number.

If your business has a phone number, some of your 
customers are texting it. If you don’t support text on 
that number, you’re ignoring those customers.

Until recently, text messaging gave you a competitive 
advantage, but it wasn’t essential. As a business, you 
could get by without it and rely on the “necessary 
evil” of voice calls and voicemails.

That’s no longer true. If you don’t support texting 
today, you’re out of touch with your customers.

Do all of your customers prefer text? No, probably 
not. However, a significant number do, and it’s bad 
business to ignore them.

The results from our consumer survey offered three 
explanations for why text is taking off now and why 
growth will likely continue.

#1 - BeTTer ConTrol
Your customers lead crazy, busy lives, and they crave 
control wherever they can get it. Calls are annoying 
because they must be answered in the moment. Calls 
interrupt previously scheduled activities.

Giving your customers a choice between calling and 
texting puts control back in their hands. When they 
can choose how to contact you and when, they’re 
more likely to actually follow through.

#2 - ConvenienCe
Because they’re so busy, your customers are 
constantly multitasking. They flip between tabs, 
screens, and devices.

Voicemail is inconvenient because it breaks the 
multitasking flow and takes over an entire screen. As 
a result, many customers ignore voicemails and few 
respond to them. 

Your customers would rather see, at a glance, who is 
contacting them and why. Text messages offer that 
convenience. Sending a text is the most effective way 
to leave a message that your customer will actually 
read and reply to. 

#3 - millenniAl DemoGrApHiCs
Preferences for control and convenience are 
amplified among Millennials. The younger your 
customers are, the more they want to text with you. 

As older generations retire, they’re being replaced 
by Millennials. These young adults exert influence as 
consumers and as business buyers. 

Looking at the demographics of who is texting and 
why, it makes sense that text traffic continues to grow 
year over year. 

of consumers think 
businesses should use the 
same phone number for 
calling and texting.

56%
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Zipwhip, a Seattle-based business texting 
software provider, pioneered the concept of using 
the cloud to enable existing mobile, landline, 
and toll free numbers to send and receive text 
messages from any connected device.

Additionally, Zipwhip offers a carrier-grade cloud 
texting platform to help mobile and landline 
operators modernize the texting medium. Its 
technology introduces trailblazing functionality 
while holding true to the distinct culture of texting 
that consumers have grown to love.

For more inFormATion 

Call or Text (855) 947-9447

email  support@zipwhip.com

visit   www.zipwhip.com

About Zipwhip
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ABouT THis survey
This survey was written by Zipwhip and conducted using Google Consumer Surveys February 2016 among 
1,500 U.S. adults, ages 18 and older.  Respondents’ gender, age, and geographic location are inferred based on 
anonymous browsing history and IP addresses. Using this data, Google Consumer Surveys can automatically build 
a representative sample of thousands of respondents. For complete survey methodology and weighting variables, 
please contact Ian Olson, iaolson@zipwhip.com


