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In today's fast-paced digital landscape, where customer 
expectations are constantly evolving, traditional 
communication methods like SMS and MMS are simply not 
enough. Businesses need a solution that's not just interactive, 
but captivating, and capable of delivering immersive 
experiences. That's where RCS Business Messaging comes 
into play.

By leveraging rich communication services, businesses can 
create personalized, multimedia-rich, and interactive 
communication experiences that enhance customer 
satisfaction and drive engagement. This guide will help you 
understand the power of RCS messaging and how solutions 
like 8x8’s can transform your communication strategy.

Introduction

https://cpaas.8x8.com/en/blog/cpaas-for-marketing-and-communications/
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Messaging?
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Rich Communication Services (RCS) is the next generation of 
messaging. It's like SMS and MMS, but better! RCS uses IP-based 
messaging to enable fun features like multimedia sharing, interactive 
elements, and improved security. Its goal is to create a universal 
messaging standard across all mobile carriers and devices.

Why RCS?

● SMS: Limited to 160 characters and lacks visual appeal.
● MMS: Often has compatibility issues and low-quality media.

RCS Business Messaging (RBM)

When discussing RCS, it's important to distinguish between 
standard RCS, which focuses on enhancing person-to-person 
messaging, and RBM. RBM takes RCS and tailors it for businesses, 
offering advanced tools for customer engagement, such as branded 
messaging, chatbots, and transaction tracking.
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The Basics of 
RCS Business 
Messaging
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Core Features of RCS Messaging

1. Multimedia-rich communication: Share high-quality 
images, engaging videos, and eye-catching GIFs to elevate 
customer interactions.

2. Interactive features: Use buttons for quick actions, 
carousels to showcase products, and quick replies for 
faster customer responses.

3. Real-time transparency: Typing indicators and read 
receipts foster trust and improve customer engagement.

Technical Foundations of RCS

● IP-based protocols: RCS utilizes internet connectivity for 
faster and more reliable communication.

● Cross-carrier compatibility: Works seamlessly across 
major mobile networks and devices, ensuring global reach 
and consistency.
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How RCS Fits into Omnichannel Strategies

Consumers today want personalized and instant communication. 
They seamlessly switch between devices and platforms, 
expecting a consistent and engaging experience at every 
touchpoint. To stay ahead, businesses must adapt and embrace 
omnichannel messaging solutions.

RCS is a game-changer in omnichannel messaging, delivering 
rich, interactive, and personalized experiences that meet and 
exceed customer expectations. Its ability to integrate with other 
communication channels ensures that businesses can meet 
customers where they are, while maintaining consistency across 
platforms.

https://content.8x8.com/story/enhancing-engagement-your-omnichannel-messaging-guide/
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Examples of How RCS Complements SMS, Voice, and Video 
Channels

1. RCS + SMS: Why settle for static when you can have 
interactive? RCS enhances SMS with images, videos, and 
buttons for a richer experience, while SMS ensures reliable 
fallback for all devices.

2. RCS + Voice: RCS and voice channels work hand-in-hand 
to elevate customer support. Seamlessly transition from 
RCS to voice calls, keeping full context for smoother 
customer support.

3. RCS + Video: Elevate video interactions with rich 
messaging before, during, and after calls—share promos, 
tutorials, or offers, and enable quick responses for a more 
engaging experience. 

https://cpaas.8x8.com/en/blog/omnichannel-customer-support-cpaas/
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RCS Business Messaging is a game-changer for businesses 
looking to elevate their communication. With its ability to drive 
customer engagement, cut costs, and boost ROI, RCS isn’t just 
keeping up – it’s leading the way.

Engage Like Never Before

RCS takes messaging to the next level with rich media and 
interactive features that captivate and hold attention. High-quality 
visuals, GIFs, videos, and interactive elements like quick replies and 
buttons make RCS far more effective than SMS. The result? Higher 
open rates, click-throughs, and conversions.

Cost-Effective and High-Impact

By combining SMS, MMS, email, and app messaging into one 
platform, RCS reduces complexity and costs. Businesses benefit 
from up to 30% higher customer conversions through personalized 
content, while streamlining communication for a powerful, 
cost-efficient omnichannel experience.

https://content.8x8.com/story/how-to-cut-through-the-marketing-and-communications-noise-with-8x8-solutions/
https://content.8x8.com/story/increasing-operational-and-logistical-efficiency-with-cpaas/page/1
https://www.mckinsey.com/featured-insights/mckinsey-explainers/what-is-personalization
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Transforming 
Business 
Communication: 
Unlocking the 
Power of RCS 
Messaging
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Customer Support

RCS revolutionizes customer support by enabling businesses to 
create a richer, more engaging support experience:

1. Interactive Troubleshooting:
Instead of plain text, RCS lets businesses send step-by-step 
troubleshooting guides with images, videos, or GIFs, making 
it easier for customers to resolve issues without live 
assistance.

2. Proactive Updates:
RCS enables personalized notifications to keep customers 
updated on their requests, reducing inbound inquiries and 
boosting satisfaction.

https://content.8x8.com/story/improving-the-customer-support-experience-with-8x8/
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Operations and Logistics

Managing logistics becomes more efficient and customer-friendly 
with RCS:

1. Real-Time Updates:
With RCS, businesses can send dynamic delivery tracking 
links, allowing customers to track their packages in real time. 
This keeps customers informed and reduces calls to 
customer support for updates.

2. Simplified Feedback:
RCS lets businesses gather feedback directly through 
embedded surveys or response buttons, allowing customers 
to rate experiences or reschedule deliveries with one tap.

https://cpaas.8x8.com/en/blog/streamline-operations-cpaas-for-businesses
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Fraud Prevention and Authentication

RCS offers secure and user-friendly solutions for fraud prevention 
and authentication:

1. One-Tap Authentication:
RCS simplifies secure logins with interactive, one-tap 
authentication buttons, reducing friction while maintaining 
high security.

2. Rich Fraud Alerts:
RCS enhances fraud alerts by adding actionable elements 
and rich media to notifications. Customers can take 
immediate action, such as reporting unauthorized activity, 
with ease.

https://cpaas.8x8.com/en/blog/fraud-prevention-and-seamless-authentication/
https://cpaas.8x8.com/en/blog/fraud-prevention-and-seamless-authentication/
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Marketing and Communications

RCS transforms marketing campaigns into dynamic, engaging, and 
highly interactive experiences:

1. Personalized Campaigns:
RCS uses customer data to deliver dynamic campaigns with 
personalized product recommendations, offers, and more, 
driving higher engagement.

2. Visually Appealing Promotions:
With support for high-quality media, businesses can create 
eye-catching promotions – from video ads to interactive GIFs 
– that stand out in customers' messaging apps.

By integrating RCS messaging into key business functions, 
companies can enhance efficiency, improve customer experiences, 
and drive higher engagement rates across support, logistics, fraud 
prevention, and marketing.

https://cpaas.8x8.com/en/blog/5-mobile-marketing-campaigns/
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Transforming 
Communication 
Across Sectors



Copyright 2024 8x8, Inc. or its affiliates. All rights reserved.

17

Retail and E-commerce

Retail and e-commerce businesses thrive on customer engagement 
and seamless shopping experiences. RCS Business Messaging 
adds value to their communication strategy by transforming simple 
interactions into dynamic and interactive conversations.

● Interactive catalogs: Using RCS, businesses can send 
product carousels that allow customers to scroll through 
offerings, view images, and click on interactive buttons to 
make a purchase or learn more. This creates a guided 
shopping experience, similar to browsing a website but within 
a messaging app.

● Real-time updates: Keeping customers informed about 
their orders is essential for building trust. RCS enables 
instant notifications with rich details such as tracking buttons, 
delivery schedules, and customer service options.

https://cpaas.8x8.com/en/blog/power-of-cpaas-for-ecommerce/
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Healthcare

Healthcare providers benefit from RCS by offering timely, engaging, 
and efficient communication to patients.

● Appointment reminders: Using RCS, clinics and hospitals 
can send reminders that include interactive buttons for 
one-tap confirmation or rescheduling, saving time for both 
patients and staff.

● Educational campaigns: Health organizations can 
leverage videos, infographics, and animations through RCS 
to educate patients on wellness tips, vaccination drives, or 
disease prevention.

https://cpaas.8x8.com/en/blog/cpaas-in-healthcare/
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Financial Services

Financial institutions can improve customer trust and engagement 
with secure and rich communication through RCS Business 
Messaging.

● Fraud prevention: RCS allows banks to send secure, 
real-time alerts about suspicious account activity, with 
actionable buttons for immediate action, such as locking the 
account or contacting support.

● Transactional updates: Delivering account updates, 
balance alerts, and payment confirmations becomes more 
effective with RCS’s interactive features. Customers can 
view detailed statements or take immediate action through 
embedded buttons.

https://cpaas.8x8.com/en/blog/omnichannel-communication-for-insurers/
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Travel and Hospitality

Travel and hospitality businesses rely on timely, clear, and 
personalized communication to enhance customer experiences. 
RCS is an ideal solution for meeting these needs.

● Itinerary updates: Travelers often require up-to-the-minute 
updates about their trips. RCS can deliver flight details, hotel 
check-in reminders, or activity schedules with interactive 
buttons for quick action.

● Customer support: RCS enables instant assistance by 
combining rich messaging with interactive elements, such as 
FAQs, chatbots, and quick reply buttons. This reduces 
customer wait times and improves satisfaction.
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Mastering 
RCS Business 
Messaging: 
What To Look 
Out For
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Adopting RCS business messaging may seem complex, but with the right approach 
and a reliable partner, businesses can quickly implement and leverage its 
capabilities. Here’s what to look out for when getting started:

1. Choose a Trusted Provider

Partnering with a reliable RCS messaging platform is the first step to success. A 
provider like 8x8 ensures that your messaging solution is not only robust but also 
scalable and easy to integrate with your existing systems.

Key considerations when choosing a provider:

● Comprehensive channel management: The platform should support 
multiple channels (RCS, SMS, other messaging apps, and voice) via a single 
API for seamless operation.

● Fallback capabilities: Ensure your provider offers automated fallback to 
SMS for non-RCS devices.

● Support and onboarding: A provider like 8x8 offers expert onboarding to 
help businesses deploy RCS without delays or technical hurdles.

https://8x8.wavecell.com/hubfs/Checklist%20in%20Choosing%20Your%20Business%20Messaging%20Partner.pdf
https://cpaas.8x8.com/sg/products/omnichannel-messaging/
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2. Ensure Compliance

RCS messaging, like any other communication channel, must adhere to strict data privacy 
laws and carrier regulations. Businesses should prioritize compliance to maintain 
customer trust and avoid legal risks.

Steps to ensure compliance:

● Understand local regulations: Familiarize yourself with GDPR, CCPA, or other 
relevant laws in your operational regions.

● Obtain customer consent: Always secure explicit opt-in permission before 
sending messages.

● Follow carrier guidelines: Work with your provider to ensure that your campaigns 
meet carrier requirements for RCS delivery.

https://cpaas.8x8.com/sg/security/
https://cpaas.8x8.com/sg/security/
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Introducing 8x8’s 
RCS Business 
Messaging
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8x8 offers a powerful and comprehensive RCS messaging platform that 
streamlines business communication with advanced features and seamless 
integration. Focused on omnichannel messaging, 8x8 connects businesses with 
customers across preferred platforms, ensuring reliable, engaging experiences 
every time. Here are the key features and benefits:

Single API, All Channels
With 8x8, businesses can manage SMS, WhatsApp, Viber, Zalo, LINE, voice, and 
more through a single API. This unified approach simplifies operations and 
ensures consistent messaging across all touchpoints.

Orchestrate Message Flow
8x8 lets businesses dynamically route messages based on customer preferences. 
Whether it’s SMS, RCS rich media, or another channel, the platform adapts to 
customer behavior, delivering a personalized experience every time.
Automated Fallback

https://cpaas.8x8.com/sg/products/rcs-business-messaging/
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Analytics and Insights
Gain real-time insights into message performance, tracking delivery, open, and 
click-through rates. Use this data to optimize communication strategies and improve 
outcomes.

Hassle-Free Integrations
With plug-and-play connectors, 8x8 integrates easily with CRM and ticketing platforms 
like Zendesk, Freshdesk, Microsoft Dynamics 365, and Salesforce, streamlining 
workflows and connecting customer communications to your systems.

Template Management
8x8 provides intuitive tools to create, submit, and manage message templates, 
including those required for platforms like WhatsApp. With 8x8 Connect, businesses can 
build visually appealing and effective templates to ensure high engagement rates.

Onboarding Support 
8x8 makes the transition to advanced messaging simple with expert onboarding 
support, ensuring smooth implementation and minimal downtime.

https://cpaas.8x8.com/sg/products/api-integrations/
https://cpaas.8x8.com/sg/products/8x8-connect/
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Revolutionize Customer 
Communication with RCS

RCS Business Messaging revolutionizes customer 
interactions with rich, interactive, and personalized features. 
As a key component of an omnichannel strategy, it boosts 
engagement, satisfaction, and ROI by delivering visually 
compelling and actionable messages that elevate customer 
experiences.

Take the first step toward delivering impactful, customer-first 
communication. Empower your business to connect, engage, 
and thrive like never before!

Find out more 

https://cpaas.8x8.com/en/products/rcs-business-messaging/
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Conquer complexity 
with 8x8 Platform 
for CX
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Say goodbye to fragmented data, siloed teams, and disconnected 
communication, and say hello to the 8x8 Platform for CX. Connect 
your teams and customers and make smarter, empowered decisions 
with integrated AI tools and insights to create real results. 

For more information contact hello-cpaas@8x8.com.

mailto:hello-cpaas@8x8.com

