
Customer Communications
Informing and engaging with customers during the pandemic
https://pages.imimobile.com/crisis-communications

The outbreak of the Coronavirus has created an 
urgent need for businesses to send tactical crisis 
communications to customers. As management 
consulting firm McKinsey has found, examples 
of this include customer outreach on “COVID-19 
practices, fact-based reports on issues and 
situation communications.”1

These examples of contextual notifications keep 
customers informed and build loyalty amongst 
the customer base helping businesses to 
protect their revenue in times when consumers 
spend cautiously.

To communicate efficiently with customers at this 
time, analyst firm Gartner advises enterprises to 
“be prompt and transparent about service and 
process changes” and to “communicate those 
through a central notification system.”2

While one-way notifications suffice for 
emergency broadcasts, other use cases require 
a customer response to gain feedback and 
insight. These use cases include feedback 
surveys, appointment bookings, and contract 
changes.

Chatbots are a further option to provide 
information to customers at scale and Gartner’s 
report suggests using them “in digital channels to 
address the most commonly asked questions.”

With proactive notifications, interactive 
customer engagement, and AI chatbots, the 
cloud-based IMImobile product suite is uniquely 
able to support organizations in their efforts to 
ensure timely customer outreach and to maintain 
customer satisfaction and revenue.
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Sharing important 
information via email, 
SMS or digital messaging 
channels keeps your 
customers informed.

Using a chatbot to answer 
frequently asked questions 
enables your customers to 
self-serve when searching 
for information.

Sending communications 
with an option to respond 
assures customers and helps 
you gain customer insights.

1 https://www.mckinsey.com/featured-insights/coronavirus-leading-through-the-crisis
2 Coronavirus (COVID-19) Outbreak: Short- and Long-Term Actions for CIOs, March 2020
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Key Features & Benefits
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Send text messages from an easy-to-use 
web console. Simply write your message 
and add recipients via copy & paste or 
choose from a spreadsheet.

Trigger text messages by sending an email 
to a dedicated email address and receive 
SMS replies in your email inbox.

Allow customers to reply to your messages 
to start a conversation with a human agent 
or chatbot.

SMS console

Email-to-SMS gateway

Multichannel messaging

Automate messages to small or large 
databases of customer contacts by 
uploading a file to an SFTP server – 
manually or from a CRM system.

Integrate any messaging channel into your 
applications and trigger messages by 
adding one line of code.

Build an FAQ bot to answer simple, 
repetitive questions – for example on 
COVID-19 – to inform and educate 
customers at scale.

Batch processing

Messaging APIs

FAQ bots

Fast deployments and managed services

We understand that time is precious. The deployment time for these solutions 
ranges from minutes to days. If you do not have the necessary resources in house, 
we offer to manage your communications for you.

Keep Your Business 
Operational

Maintain Customer
Satisfaction

Support Your  
Communities
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Use Cases
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The team at IMImobile is ready to deploy the above solutions within days. If you would like to  
discuss how we can support your communication needs, please contact us as soon as possible at  

contactus@imimobile.com or by calling +44 (0) 1494 844 691.

Financial Services 
  Service assurance
  Branch opening times
  Interest amnesty
  Payment freezes
  Mortgage changes
  Appointments

Retail & Logistics 
  Store opening times
  Signature for contactless delivery
  Contactless click & collect
  Special offers for key workers
  Delivery alerts
  Temporary staff recruitment

Utilities 
  Service assurance
  Service status
  Emergency FAQs
  Emergency appointment booking
  Engineer appointment notifications
  Self-isolation advice

Travel & Hospitality 
  Flight schedule changes
  Rescue flight updates
  Hotel room confirmation
  Refund management
  Quarantine advice
  Contact tracing

Hi David, 

Due to the impact of
COVID-19, your flight has 
now been cancelled. 

Please use the buttons 
below to let us know 
what you would like to do. 

Thanks, 
Global Airlines

Reschedule

Get refund Reschedule Speak to the

Global Airlines

15:42 99%

Chat message
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