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A Messaging
Transformation

In 2026, we will see fintechs, forex exchanges, payment companies, lenders,
and crypto companies continue to integrate messaging into their day-to-
day operations. Messaging is already playing an important role in security. As
we move further ahead into the new year, we will see a continued
transformation into the ways financial services institutions engage and assist
their customers.

Messaging has stepped beyond the role of notifications. These personalized,
secure, and intuitive tools are reshaping the way people manage their
money. Through chatbots, customer service representatives, and
conversational messaging, 2026 will bring epic changes to the services and
marketing side of financial services.

While large financial institutions continue to expand their messaging
ecosystems, much of the innovation is coming from SMBs, agile fintechs,
regional lenders, and payment startups. These smaller organizations are
adopting messaging faster because they don't carry the weight of legacy
systems or complex IT infrastructures. With the right CPaas partner, SMBs can
offer the same level of security, personalization, and responsiveness as
global banks, often with better speed and customer satisfaction.
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Why is this happening?

Customers prefer applications that allow them to ask questions, get support,
and perform transactions without going to the branch office or waiting on
hold on a phone call.

Many customers rely on the digital services provided by fintechs or use
foreign banks and can only communicate with their financial services
provider through chat applications.

For SMB financial providers, this trend represents an opportunity to compete
at scale. Customers no longer distinguish between a multinational bank and
a fintech startup; they simply expect secure, real-time communication.
Messaging helps SMBs close that gap, providing instant access, personalized
support, and seamiless service through the same channels their customers
already use daily

Congratulations Lindsey, your

mortgage has been approved.

That is great. With any luck we'll be
able to move in this summer. | have
to tell Dean.
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Messaging Services Offered

Financial Services companies are adding to the services provided over chat.
In 2026, financial services companies will provide the following services over
various chat platforms:

® Account security through one-time passwords
® Instant communication for urgent financ
® Appointment scheduling

® Personalized financial offerings

® Transaction confirmations and approvals
® Balance updates and balance checks »”

® Targeted service upgrades and promotions /

® 24-hr accessibility

Top Industries For SMS Marketing Adoption

- Healthcare
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Use Cases

Two-way messaging has changed the way
financial service companies communicate with
their customers, enabling them to manage the
conversation and control the customer journey
while increasing account security and
customer benefits.

These use cases are increasingly being used by ‘E;»; Craig from ABC Bank
‘I__-. online

financial services companies over WhatsApp,

. We have a new investment
RCS and even Voice messdages. product we think you might be

interested in

Show More

Customer Service

These conversations are typically initiated by the customer.

Financial services companies use two-way messaging capabilities to reach
out to customers with a text message when there are discrepancies in
accounts, payments are past due, or they have promotional offerings that
can save a customer money.

Customers use chat to discuss transactions on their account, get a better
understanding of charges that appear in their account, or to learn about
additional services that are available to them.

Additionally, customer service representatives can use CPaas voice and
message services that are tracked and recorded so every representative
has visibility into previous interactions between the financial institution and
the customer.
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Marketing

Financial institutions use messaging to engage customers with highly
targeted promotions that drive adoption of new services, cross-sell
opportunities, and loyalty programs. Instead of relying on mass emails or
generic offers, fintechs can segment their audiences and send timely offers
through SMS, WhatsApp, or RCS that are more likely to resonate.

Rich messaging formats make campaigns even more effective. Buttons and
carousels let customers explore multiple offers without leaving the chat,
while embedded links simplify account upgrades, loan applications, or
enrollment in new programs. Marketing teams can also integrate messaging
with CRM systems, so every interaction is tracked and future campaigns can
be fine-tuned based on customer preferences and behavior.

Because financial services carry an element of trust, messaging providers
are increasingly offering advanced personalization and compliance support.
With opt-in reminders, clear disclosures, and frequency controls, institutions

can ensure they deliver value without overwhelming customers.




User Authentication

Financial services companies use one-time
passwords (OTP) to authorize access into an
account, authenticate users in conversations,
and to confirm that a transaction was initiated
by the customer.

A verification code was sent your phone.
Please enter the number below.

Apply Verification Code

Bank of Cash .
m Hi Michel, SChedUIIng

Please confirm your appointment here
Using rich messaging applications and
buttons, customers can schedule in-
house and phone appointments with
their representatives directly through
their chat application.

Financial services providers can

confirm those appointments with
reminder messages, and use text
messages to fill open slots in their

schedule.
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Notifications

When customers have a payment due, lack funds
in their accounts for a regularly scheduled
payment, or are late on a payment, banks can
trigger automated messages that remind their
customers to make a payment or deposit money
into the account.

These organizations can also send notifications
with updates on loan applications, let customers
know when they have had funds deposited into
their accounts, and let people know when there
has been some unusual activity on their account.

Top Reasons Financial Services Companies Use Messaging

- Fraud Prevention/Alerts/Authentication

- Customer Service & Support

- Notifications & Alerts (e.g. account balance, deposit)
- Marketing/Promotions/Cross-Sell

- Collections/Payment Reminders

- Scheduling/Appointments

0% 25% 50% 75%
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Managing
Conversations

One of the biggest messaging challenges facing financial
service companies is they lack the ability to manage and
track conversations that take place over text. They require a
messaging solution that is connected to their CRM, and
enables all customer service representatives to see previous
conversations and gain insight into customer needs.
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Centralizing messaging into a single chat management
platform introduces a number of additional benefits, including:

Improve Efficiency and
Productivity

Teams can streamline workflows by
accessing and responding to messages
from a unified interface. This efficiency
can enhance productivity as employees
spend less time navigating different
platforms.

Develop Consistency in
Customer Service

Ensure consistency in responses and

=

service quality, as all agents have
access to the same conversation
history and information about
customers.

Meet Compliance and
Security Requirements

Financial institutions often have strict
compliance and security requirements.
Managing conversations in one secure

platform can simplify compliance
adherence and ensure that sensitive
information is handled according to
regulations.
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Build Analytics and Insights

Consolidating conversations allows for
better data analytics and insights.
Companies can track customer
interactions, gather valuable data, and
derive insights to improve services or

products.

Add Integration Capabilities

A unified messaging platform can
integrate with other tools and systems
used by financial institutions. This
integration facilitates smoother
operations, enabling data sharing and
automation across various
departments.

©MMDSmMart™ 2026. All Rights Reserved

Enhance the Customer
Experience

Providing a seamless experience across
channels contributes to a better
customer experience. When customers
can engage through their preferred
channels with consistent quality, it
enhances satisfaction and loyalty.
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Organizational Benefits

Adding text messages as a customer-facing
communications channel creates a wide
range of benefits for the financial institution
and customers.

% Instant Communication

Messaging provides a direct and immediate way to communicate with customers.
It allows for quick notifications, updates on account activities, transaction alerts,
and reminders, enhancing customer engagement.

% Convenience for Customers

Texting is a preferred communication method for many people. Offering services
like balance inquiries, transaction confirmations, or appointment reminders via text
can significantly improve customer convenience.

N Increased Responsiveness

Text messages typically have high open rates and quick response times. Financial
institutions can leverage this to provide prompt customer support, answer queries
efficiently, and address concerns in a timely manner.

% Enhanced Security

SMS-based two-factor authentication (2FA) adds an extra layer of security to
account logins and transactions. Text-based verification codes can help prevent
unauthorized access, reducing the risk of fraud.
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Cost-Effectiveness

Compared to traditional methods like phone calls or mail, text messaging is often
more cost-effective. It can reduce operational costs associated with customer
communication.

Compliance and Documentation

Text messaging systems can be set up to comply with regulatory requirements.
They also provide a documented trail of communications, aiding in compliance
audits or dispute resolution.

Personalized Communication

Financial institutions can personalize messages based on customer preferences,
transaction history, or behavior patterns. This personal touch can improve
customer relationships and loyalty.

Curb Fraud

Sending one-time passwords helps secure accounts while messages confirming
transactions can prevent fraudsters from using an unauthorized card.

Maintain Customer Trust

Transactional text messages improve transparency and help customers feel more
comfortable with their financial services provider.

Through an effective text messaging program, financial institutions can not only improve

their customer service but also enhance security, cut costs, and build stronger relationships

with their clients.
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Why Messaging
Matters for SMBs

For smaller financial institutions, messaging is more than a communication

channel. It is a competitive equalizer. It allows SMBs to:

- Deliver enterprise-quality experiences without investing in large support centers
- Automate communications that once required full-time staff

- Integrate messaging and CRM data to build more personalized relationships

- Scale securely, meeting the same compliance standards as larger banks
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Adding Chatbots to
Your Communication Mix

Financial services chatbots offer an array of
convenient and personalized services to
customers. These chatbots provide quick
access to account information, including
balances, transaction histories, and details on
recent transactions. They assist in executing
transactions, transferring funds between
accounts, and setting up recurring payments.

Chatbots can also be used to handle customer
inquiries, offering information on account
features, policies, fees, and procedures. They can
guide users through troubleshooting steps, and
escalate complex issues to human agents when
necessary. Some financial service companies
are using chatbots to aid in financial planning by
providing basic advice on budgeting, savings,
and investment options. This next-gen
automated communication process provides a
valuable service to customers at a fraction of the

cost of human engagements.

OMMDSmMart™ 2026. All Rights Reserved



Chatbots are also being used to assist in processes like setting up new
accounts, explaining services to new customers, and verifying users through
multi-factor authentication for enhanced security. Ultimately, chatbots
streamline customer service, making financial information more accessible

while contributing to improved customer satisfaction.

Getting Started with
Messaging

Before purchasing a messaging platform, financial services providers should
analyze the use cases that are most important to them, and find a solution
that is capable of meeting their needs, is compliant with the myriad of
regulations that financial services companies must adhere to, and scalable

to grow with them as they expand.

Platforms, like the one offered by MessageWhiz, can be leveraged to improve

customer relations, cut costs, and upsell additional services to customers.

SMBs should look for messaging platforms that remove the complexity
traditionally associated with digital transformation. Instead of building from
scratch or maintaining multiple vendor integrations, smaller organizations
can leverage all-in-one CPaas solutions that scale with their growth. The
right partner simplifies onboarding, supports compliance from day one, and
gives SMBs access to enterprise-grade delivery performance.

©MMDSmMart™ 2026. All Rights Reserved
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Why Financial Services
Companies Choose
MessageWhiz

Adopting a new messaging platform may seem complex, but with

MessageWhiz it is simple. Built for financial services SMBs, MessageWhiz

brings every channel into a single, intuitive platform that helps you grow

revenues, reduce costs, and keep customers secure.

v/

One Platform for All Communication

MessageWhiz unifies SMS, WhatsApp, RCS, Viber, Telegram, email, and voice so you
can manage every interaction from a single dashboard. Whether customers want
a quick update, a payment reminder, or a detailed conversation, you can reach
them wherever they are.

- Run multi-channel campaigns with one easy-to-use interface
- Switch seamlessly between chat, email, and voice without losing context
- Gain a complete, 360-degree view of customer communications

Smarter Messaging That Delivers

MessageWhiz combines proven delivery infrastructure with Al-powered
optimization tools to give you the highest possible success rates.

- Industry-leading 99% delivery rate
- Al optimization for better conversions and campaign performance
- Owned routes for faster, more reliable global delivery

Security and Fraud Prevention

In financial services, every interaction must be secure. MessageWhiz gives you the
tools to protect your customers and build trust.

- Deliver OTPs instantly
- Send fraud alerts and suspicious activity notifications in real time
- Confirm transactions with customer approvals

©MMDSmMart™ 2026. All Rights Reserved
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Expert Support, Always On

MessageWhiz is more than a platform. You also get real people committed to your
success.

- 24/7 dedicated messaging experts

- Flexible, customizable solutions tailored to your business

- Backed by a team with experience delivering hundreds of millions of messages
each month since 2007

The Advantage for SMBs

With MessageWhiz, SMBs can deliver big-bank quality communication without the
big-bank costs or complexity. From growth campaigns to secure account updates,
you get one smart platform that makes messaging easy, effective, and reliable.

Powered by Al. Empowered by people.
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Messaging Channels:
Uses and Benefits

Each mobile messaging channel offers unique features and capabilities,
catering to different user preferences and geographical markets. Financial
service providers should carefully consider their target audience and
platform characteristics to select the most suitable platforms for their

messaging needs.

SMS (Short Message Service)

SMS is a widely used messaging platform that allows financial services customers to send
text-based messages to customers' mobile devices. It has broad compatibility across all
mobile phones, making it accessible to a large audience. With its simplicity and ubiquity, SMS
remains a reliable option for delivering important updates, promotions, and time-sensitive
information to customers. It boasts high open rates and immediate message delivery,
ensuring that you can reach their customers effectively.

Your tracking number is 136386,
and your package will be delivered

3 3 i)
on Tuesday. .~ w
. | ———
2 \

Your one-time password is valid

for 5 minutes. It is AF74K8 The shirt you were looking at is

back in stock. Click here to order.
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RCS

RCS, or Rich Communication Services, is an advanced messaging protocol that goes beyond
traditional SMS. It offers enhanced multimedia capabilities, such as high-quality images,
videos, and audio messages. RCS supports read receipts, typing indicators, and other
interactive features, creating a more engaging and visually appealing messaging
experience. As a result, you can deliver dynamic content and personalized messages

that captivate customers and enhance the overall interaction.

A HI91

Your purchase is almost

Odessa, Ukraine ) . -
v delivered. @

C D G Tracking your order here =~

Paris, France
< Travel Co.

Rent a car - Save 20%

As a thanks for booking your stay
you will have 20% off all rental cars

WhatsApp

WhatsApp is a popular messaging platform that enables text, voice, and video
communication. It offers end-to-end encryption, ensuring secure and private conversations
between you and customers. Beyond simple messaging, WhatsApp supports group chats,
voice and video calls, and even document sharing. Its wide user base and integration with
Facebook provides a seamless and convenient channel for engaging customers, fostering
direct and personalized communication.

’ |
(O L LR T
‘ LErl 13
Cagri
Baaed i1 aes
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Viber

Viber provides messaging, voice, and video calling features similar to WhatsApp. What sets
Viber apart s its focus on interactive stickers, emojis, and multimedia content, enriching the
user experience. Leverage these features to create engaging and visually appealing
messages that capture customers' attention. Additionally, Viber supports public accounts
and chatbots, enabling you to establish automated interactions and provide efficient
customer support.

Taizn gt 3
Hi Micheis, Accoce
The dress you wene looking at is a
back in stock.
2
L]
D sty
: : CEEEEEEEER
&

Telegram

Telegram is a cloud-based messaging platform known for its speed, security, and versatility.
It supports text, voice, and video messages, along with large file sharing, channels, and
group chats that can accommodate thousands of users. For financial service providers,
Telegram offers an effective way to communicate with customers who value privacy and
real-time updates. Its encrypted Secret Chats, bot integrations, and customizable APIs make
it ideal for sending account notifications, transaction alerts, and personalized offers
securely.

I'd like to come in for a hair
appointment. Do you have
any availability?

Wednesday, September 19

11:00 AM

Tuesday, September 20

11:00 AM
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Voice Communications

Voice communication remains a critical channel for financial services, especially when
handling sensitive or high-value interactions. Cloud-based voice solutions enable institutions
to make and receive calls directly from integrated CPaas platforms, ensuring consistency
across channels. These systems allow customer service representatives to verify identities,
resolve issues quickly, and maintain a personal touch that builds trust. Voice interactions can
also be recorded for compliance and training purposes, while automated voice response
systems help manage high call volumes efficiently.

Email

Email remains one of the most established and versatile communication channels in
financial services. It allows institutions to share detailed information, statements, and
updates that complement real-time messaging tools like SMS or WhatsApp. With branded
templates, attachments, and secure links, email is ideal for account summaries, policy
updates, and promotional offers. Modern platforms support encryption and authentication,
ensuring sensitive data is protected and compliant with industry standards.

©MMDSmMart™ 2026. All Rights Reserved
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CPaas Advantage

Bringing all messaging and voice channels together under one Communications Platform as
a Service (CPaas) solution creates a seamless, efficient communication ecosystem. A unified
platform allows financial institutions to manage SMS, WhatsApp, RCS, Viber, Telegram, email,
and voice from a single interface, ensuring consistency across every customer interaction.
This integration improves visibility, simplifies compliance, and enhances operational
efficiency by centralizing data and analytics.

CPaa

¥
Y
L

OMMDSMart™ 2026. AIIB"RightS Reserves




25

Measuring Success and

Optimization

Analyzing the performance of your mobile messaging campaigns is crucial

for refining your strategy and maximizing results. Here's how you can

measure success and optimize your campaigns:

1.

Open Rate

Open Rate: Measure the percentage of
recipients who opened your messages.

3.

Conversion Rate

Conversion Rate: Calculate the percentage
of recipients who took the desired action,
such as making a purchase or signing up
for an event.

9.

Opt-Out Rate:

Opt-Out Rate: Monitor how many
recipients unsubscribe from your
messaging list.

2,

Click-Through Rate (CTR)

Click-Through Rate (CTR): Evaluate the
percentage of recipients who clicked on
links within your messages.

4,

Engagement Rate:

Engagement Rate: Assess the level of
interaction your messages receive,
including replies, forwards, and
interactions with interactive elements.

6.

Response Time:

Response Time: Measure the average time
it takes for your team to respond to
customer inquiries.

Utilize tracking tools provided by MessageWhiz's messaging platform or third-party analytics

solutions to gather data on message performonce.

Compare metrics across different platforms to identify which platforms yield

the best results. Pay attention to user behavior, such as which types of

messages receive the most engagement.
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- Getin touch.

Www.messagewhiz.com

info@messagewhiz.com
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