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As budgets are being slashed, more and more smart organisations are using SMS 
to become more effective. A flexible and effective communication tool is vital to 
communicate with both staff and the public efficiently. This white paper discusses 
how companies in the public sector are using SMS to help their organisations do 
more, with less.

Cost saving in the public sector

Unlike other communication channels such as direct 

mail, email and phone calls generating high costs, SMS 

messages cost just a few pence. 

Despite email being seen as a low cost communication 

tool, costs soon mount up when you factor in the design, 

preparation, platform and compiling a database. Not 

only this, only 22% of emails are read compared to 98% 

for SMS (Frost & Sullivan) - disappointing open rates can 

result in poor return on investment. 

Although direct mail is a unique way to contact your 

customers, it results in high costs from design, production 

and compiling a database. In comparison, with SMS all 

you need is 160 characters and an easy to use platform 

where you can manage the process and receive delivery 

reports. 

Given the relative cost of sending SMS messages 

compared to making phone calls (not only the cost of 

the call, but time spent calling) many organisations are 

choosing to reinforce their communication strategy with 

SMS. This hassle free approach is sure to save time and 

money.

Local Government & Housing 01SMS in the public sector

Why SMS is so powerful

Local government and housing

This section will feature housing, leisure, libraries and 

social care and revenues and benefits. Naturally, there 

are an array of different messages that need to be 

communicated to large groups of people. 

Reminders
With everyone leading such busy lives, things are 

easily forgotten. Missed payments and appointments 

undoubtedly leads to increased time and money spent 

either chasing up the payments or through wasted 

time slots. Sending a simple SMS reminding people of 

upcoming council tax or rent payments, ensures swift 

payments and saves resources.

Application updates
Due to the high volumes of applications the public 

sector receive it becomes impossible to update 

people individually over the phone. Housing or benefit 

application updates can be sent with just a click of the 

button and received instantly ensuring everyone is up to 

speed. Sending targeted updates reduces the volumes 

of people ringing call centres, freeing up some time.
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Marketing
It’s not always easy to spread the word about upcoming 

events and facilities available to the public; SMS 

messaging provides the perfect platform to send quick 

informative messages to specific targets. Whether 

marketing events at local libraries or gym memberships 

and leisure cards, SMS has been shown to increase 

engagement. 

Parent and pupil updates
Within education, communication is vital with both 

parent and pupils. Use SMS to keep your pupils up to 

date by delivering room changes, reminders of tutor 

appointments or even exam results. Notify parents 

of school closures, send absence alerts and parents 

evening reminders via SMS to ensure your message is 

delivered instantly.

Health

Health services cover everything from public health, 

NHS hospital trusts and doctor’s surgeries; the versatility 

of SMS messaging means it can cater to all aspects. 

Motivational messages
In order to encourage excellent public health there are 

a number of messages that have to be promoted: stop 

smoking, healthy eating and road safety messages - 

to name a few. With motivational text messages sent 

to smokers’ mobile phones thought to double their 

chances of quitting (The Guardian), SMS certainly seems 

a valuable and powerful platform to promote this.
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Appointment reminders
Missed appointments costs the NHS millions every year 

with 6.7m patients missing their appointment in 2012 

(The Press Association). This alone is a massive expense 

to the public sector. To avoid this reminders are now 

being sent via SMS resulting in less missed appointments 

allowing time to be spent efficiently and more patients 

to be seen. 

Community safety

Keeping the community safe is part and parcel for the 

Police and Fire Service; in order to do this they need 

instant communication with both staff and the public 

when needed. 

Staff updates
SMS messages can be sent to staff to make sure they 

are in the right place at the right time; not only this, 

community alerts can be instantly delivered. Due to the 

personal, portable nature of SMS, the message can be 

received instantly, making it the ideal platform to deliver 

urgent messages. 

Reminders
Throughout this sector, many appointments are scheduled 

including home fire safety checks, appointments and 

workshops. We all know how easy it is for the likes of this 

to slip your mind, so by quickly sending out a reminder it 

ensures time is spent efficiently. 
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Customers in the public sector
Here’s how we’ve helped Devon Fire and Rescue…
The goods and services provision in Part III of the 

Disability Discrimination Act (DDA) means those who 

provide a service to the public, such as Devon Fire and 

Rescue, must make their services accessible to disabled 

people so they can receive the same level of goods and 

services provisions as the able-bodied.

A recent conference for the deaf, co-hosted by Devon 

Fire and Rescue service, raised the issue and concerns of 

how public service providers interact with deaf people. 

It was noted an overwhelming number of younger 

deaf people stated that their preferred method of 

communicating would be via SMS. 

Our email SMS service, allows users to text an information 

line, which deaf people can use to confirm appointments 

and gain access to all relevant information. These queries 

are then received via email and the system allows Devon 

Fire and Rescue Service to respond via text alerts.

Here’s how we’ve helped Kirklees Council…
Kirklees Metropolitan Council in West Yorkshire operates 

a Chatback programme – an initiative to reach out to 

young people in the area. SMS messaging is an ideal 

channel to utilise, enabling young people to receive free 

text messages keeping them up to date with news and 

information on relevant issues and activities in the area. 

Through the power of our SMS platform, Kirklees Council 

can send out information on offers, accommodation, 

events and activities and workshops instantly to young 

people in the area. 

Kirklees Council also developed their own bespoke 

software solution called iTex, linked into our platform, 

which increases the flexibility of how the council sends 

and receives text messages to and from its employees. 

The software allows them to automatically route 

messages to or from other applications such as email or 

the web.

“Not only has using SMS broadened the service that we 

provide, it also prevents any unwitting discrimination 

on our part as it allows for equality of access to all. 

The fact is that younger people’s preferred method 

of communication is now text but for deaf people, 

regardless of age, it’s an easy and obvious way to pick 

up public service information.” 

A spokesperson, Devon Fire and Rescue

 “We realised that this group of people all used mobile 

phones and were into texting, the service was promoted 

via our Web site and traditional forms of marketing and 

has now attracted several hundreds of subscribers, who 

receive text messages based on their chosen keywords. 

The whole system is automated.”

A spokesperson, Kirklees Council
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Call us
Sales: 01 631 9410

Support: 01 631 9410

Int: +353 1 631 9410

Fax: +44 (0)115 924 2969

Email us
sales@esendex.ie

Find us online
www.esendex.ie

www.twitter.com/esendex

www.youtube.com/esendex

Address
Alexandra House

The Sweepstakes

Ballsbridge

Dublin 4

Get in touch


