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ABSTRACT 

We live in an age where text messaging is no longer restricted to the communication 
domain of teenagers and young adults. Organizations are increasingly jumping on the 
bandwagon using texting to remind people to vote, to provide fast emergency communication 
with customers, to improve debt collections to offer coupons on demand, and even to provide 
patient diagnosis.  The Humane Society of the United States successfully uses text messaging to 
reach their members in boycotts and campaigns such as Save the Seals.  Currently the number of 
subscribers is approximately 18,000.  A Wall Street presentation to CIOs encouraged use of text 
messaging by presenting information about a major drug company that increased customer 
satisfaction by 10 percentage points through the use of texting.  Gulf Coast Medical Center in 
Panama City, Florida uses text messaging to notify patients of emergency room wait times 
before they leave for the hospital, significantly reducing the number of complaints.   

So why are so many companies using texting so successfully?  The answer lies in sheer 
volume.  More than 270 million Americans own a wireless device and, according to Nielson 
research, the average user sends an average of 357 text messages to 204 phone calls.  Texting is 
easy and convenient and while there is no question this form of communication has major 
benefits, it, as all technologies, is not without a downside.  Some of the negative effects are lack 
of professionalism in other forms of written communication due to habitual use of the 
abbreviated and informal format of texting as well as lack of professionalism in business settings 
on the part of participants who text regardless of who is attending the meeting or what the topic 
of discussion is.  In classroom settings, an increasing number of students appear to exhibit 
difficulty communicating face-to-face with their peers – seeming instead to only be able to 
communicate with their thumbs.  In addition, there can be legal ramifications for texted 
documents and statements.  For this reason, software is available for businesses to track all text 
communication from company owned smart phones which, of course, then raises privacy issues 
and inappropriate use of company property.  

Internally, executives find it easier to answer instant messages or text than answer phone 
calls, employees spend less time on the phone if they can respond to a text message than a call, 
and it has been previously established that texting has significant advantages in mass 
communication with customers.  However, even though texting is the most convenient form of 
communication, the art of professional communication should not be completely abandoned.   
 References furnished upon request. 
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