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What is CPaaS?

Embed real time cloud based communications into existing systems through APIs to 
communicate with customers on a global scale on multiple channels

Communications platform as a service



50% read rate

46% ongoing app engagement and
retention

High adoption rates 

Increased offer redemption instore

Loyalty app

Over 800,000 messages deployed a
month to over 40 countries

Surveys triggered automatically, with two way surveys 
conducted in real-time

99.997% platform uptime for continuity
of service

SMS surveys

App engagement rates boosted by
over 300%

Reduced missed appointments by 25%

99.997% platform uptime for mission critical 
messaging

Service app & SMS journeys

Who uses CPaaS?



SMS Web chat App messaging Email

Push notifications Facebook Messenger Twitter DM WhatsApp

Apple Business Messaging We Chat RCS Business messagingComing soon….

Omnichannel



Omnichannel examples
SMS Email Push Chat App



Omnichannel examples



The current messaging landscape
The average customer now communicates 
via 10 channels 
(Salesforce 2018)

89% of  adults in mature markets 
own a smartphone
(Gartner 2016)

5.7 billion messaging users 
worldwide January 2018
(Statista 2018)

500 million live chat 
customer conversations
(Intercom 2018)

Over 1 billion monthly 
active users each 
(Adweek 2018)

Global A2P SMS Market to touch 
72.00 Billion by 2022 
(Market Research Engine 2018)

Average of  3.3 hours screen time 
on mobile per day
(Kleiner Perkins Internet Trends 2018)

100 million smart speakers 
have now been sold
(Canalys 2018)



• Consumer habits have changed and how they 

communicate has changed even more

Changing behaviour

• The roles of new technology adoption is valued and 

recognised by your customers

• The process of ‘serving a customer’ has a new set of 

expectations

• Technology adoption drives competitive advantage built 

on customer satisfaction



Mobile and static consumers
Mobile consumers Static consumers

Webchat iMessage

SMS Twitter

Facebook Whats App

In App Messaging

Voice notificationsVoice

Video Calling Webchat



Does omnichannel really matter?

72% of adults prefer communication 

with companies digitally 

(MarketingSherpa)

90% of customers expect consistent 

interactions across channels. (SDL)

https://www.marketingsherpa.com/article/case-study/customer-communication-by-channel
http://www.sdl.com/about/news-media/press/2014/90-percent-of-holiday-shoppers-expect-consistent-brand-experiences-across-channels-and-devices-according-to-sdl-survey.html


Does omnichannel really matter?

87% of retailers agree that an

omni-channel strategy is critical or very 
important to their success (Brightpearl)

47% of customers would switch to a 
competitor within a day of a poor 
customer experience ([24]7)

https://www.research-live.com/article/news/retailers-struggling-to-master-omnichannel/id/5031952
https://www.247.ai/company/blog/new-247-customer-engagement-index-great-engagement-experiences-are-critical


The future of messaging



What can you do with RCS?



What can you do with WhatsApp?



Messaging strategy 2019

• Valued communications on any channel 
that drive conversations and positive 
outcomes for both the business and 
consumer

• Keeping pace with your customer

• How are you communicating with your customers 

now and in the future?



Thanks
Want to find out more about omnichannel messaging? 

Speak to one of our team.
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