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FIND SUCCESS WITH

COMMUNICATIONS-ENABLED
BUSINESS PROCESSES



Every organization has business processes that can 

be dramatically improved—made faster, more flexible, 

and more responsive to change—by integrating the 

right communications technologies at the appropriate 

steps in the process. But until recently, the choice of 

communications technologies and the task of integrating them was so 

daunting that only a few companies reaped the benefits of adding 

communications. That's changing now, as powerful, easy-to-use and highly 

reliable communications APIs have dramatically simplified this task. Simply 

by writing web apps, forward-thinking companies are now able to seamlessly 

connect any part of their organization with their customers, partners and 

supply chains. 

Four Reasons To Integrate Communications Into Your Business Processes / twilio.com        Page  2                                                                                                           



The goal of a communications-enabled business process is to connect the right people 

and the right processes at the right time. Doing so makes an organization’s workflow 

more effective, efficient and adaptive to changing priorities and shifting environments. 

Properly executed, integrating voice and SMS notifications into your workflow can 

transform processes that are manual, brittle and hard to change into operations that can 

readily adapt to the evolving needs of your customers and effortlessly scale to 

accommodate increased demand. By choosing a web-based API, companies can add 

communications to a business process and leverage their existing application and 

communications infrastructure. 

In the past, this has proven a tall order. Achieving the benefits of communications-enabled 

business processes required full-blown deployments of unified communications solutions 

and adjustments in employee behavior. Indeed, many companies struggled to understand 

what “unified communications” meant, as it was used to describe everything from a 

unified interface for instant messaging, presence, video conferencing and data sharing to 

using communications technologies, like SMS, speech recognition and text to speech to 

improve business processes. In either case, a deployment meant a major undertaking.

According to Information Week, companies whose UC deployments went awry wound up 

with little more than an expensive dial tone. "For most, poor ROI is the result of one hard 

truth: UC vendors don't like to admit how complicated it is to successfully deploy today's 

unified communications systems and then get employees to actually use the bells and 

whistles," writes Jeremy Littlejohn, president of RISC Networks.
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Today, however, it's possible to integrate communications into your business processes 

without a wholesale overhaul of your communications infrastructure. Indeed, you can 

insert voice and SMS at exactly the right point in any business process simply by writing a 

web app that leverages a communications API. In the rest of this paper, we'll describe 

what you can realistically expect from adding communications to a business process, 

review four key benefits, look at case studies from different industries who have realized 

these benefits and go over best practices for repeating their success.

What to expect
One of the top questions business-unit owners ask when looking at ways to integrate 

communications into their business processes is whether a solution that relies on custom 

web applications can provide the functionality they need to increase operating efficiency 

and effectiveness. They need to be able to clearly map how communications can 

streamline workflows and deliver results. Here are the key ways that adding voice and 

SMS can add value to the bottom line, while also reducing costs and increasing customer 

satisfaction and loyalty.

Automate real-time responses to business events. From IT infrastructure to industrial 

control systems, companies must continuously monitor data streams for anomalous 

events. When those events happen, they trigger other events including, often, the need to 

urgently communicate critical information to a decision maker. If an intrusion detection 
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alert is set off on a computer network or there is an interruption in the power grid, a 

company that has integrated voice and SMS can send real-time alerts over a preferred 

channel, and automatically escalate to other channels as needed. This capability has also 

proven useful for a myriad of consumer and businesses services, from credit and banking 

alerts to notifications of a spike in call center demand that requires additional staffing.

 

Initiate communications as a replacement for costly, labor-intensive tasks. A 

classic area where integrated communications can make a difference is in the sales and 

delivery of perishable items. For example, StubHub is an online marketplace that 

coordinates the resale of tickets to concerts and sporting events. It initially made use of a 

call center to manually confirm ticket availability when sellers were unavailable to 

immediately reply by email. But that approach did not scale very well as  the number of 

transactions brokered by StubHub climbed into the millions. To gain efficiency, StubHub 

built an app that would automatically call sellers on the phone using the Twilio API. Sellers 

could confirm the availability of the tickets by pressing a key. Similarly, Airbnb uses a 

Twilio-powered app to confirm new reservations with hosts. 

Facilitate real-time two-way communications. Work scheduling has traditionally been 

a pain point for businesses, particularly scheduling that involves multiple logistical 

handoffs. Integrating communications into these processes can provide a surprising 

amount of relief.  For example, Postmates debuted a “get it now” service in the spring of 

2012. The company is able to guarantee the delivery of anything in under an hour by 

leveraging real-time communications. Customers authorize a courier to make purchases 
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on their behalf at any retail store or merchant in a city and use built-in SMS notifications to 

stay in contact with the couriers.

Key benefits
Integrating communications technologies into your business processes will produce 

tangible results. UnComm Consulting, which looks at traditional deployments of unified 

communications solutions, projects sales increases higher than $100,000 per employee 

as a result of enhanced productivity, as well as cost reductions of as much as $10,000 

per employee thanks to the elimination of process blockages. Of course, these figures 

come with the caveat typically offered by the automobile industry—your mileage may vary. 

Opting to use a proven web-based communications API to build a solution you’ve 

designed yourself is one way to maximize the business advantages of adding voice and 

SMS to your business processes. Customers who chose this path consistently reported 

benefits in the following four areas:

Increased productivity. “Human latency” is a buzzword that refers to the time a 

business process is pending in limbo while waiting for humans to take an action.  By 

integrating communications, companies can get more done with fewer delays.

Faster go to market. Integrating communications into a business process using a 

communications API can be completed in a few hours, compared to other solutions that 

require months of deployment.
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Instant scalability. The ability to leverage a web-based API backed by a highly reliable 

cloud infrastructure means that the communications services you need will elastically 

expand to meet demand—without requiring any upfront investment in 

telecommunications hardware or software.

Almost immediate ROI. The cost of adding communications to a business process 

using a web-based API typically boils down to the salary costs of a single developer or 

development team, and pay-as-you-go usage costs for phone numbers, minutes and text 

messages. The means companies can almost immediately begin measuring a positive 

impact on their business and bottom line.

Case Study: Airbnb

Airbnb was launched in 2008 as a marketplace for air mattresses on the floors of people's 

apartments. From those humble beginnings, it's become a go-to source of lodging for 

travelers looking to explore the world as guests of real people, rather than impersonal 

hotels. In June 2012, the company proudly announced they had booked 10 million nights 

for guests on six continents.
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Almost from the very beginning, Airbnb integrated voice and SMS into the businesses 

processes it used for booking guests. Naomi Arnold, who was then handling international 

accounts and customer service for Airbnb, said the startup originally used a manual 

process to contact hosts who didn't immediately respond to a booking request. But that 

approach didn't scale very well. "Dedicating staff to manually calling hosts takes away 

from their ability to handle customer support," she said. It was a costly distraction.

Airbnb chose to use the Twilio API to automate communication between rental hosts and 

potential guests using text messaging. If a host didn't respond to a request, he or she 

would receive an SMS with information about the booking. "We have hosts all over the 

globe," Arnold explained. "They always have their phones with them. By allowing them to 

accept requests via SMS, we have significantly improved the percentage of successful 

bookings while saving countless hours of manual calling."

•Instant scalability

•Almost immediate ROI

Case Study: eLynx Technologies
ELynx Technologies uses state-of-the art technology to provide real-time data collection 

and production monitoring for the oil and gas industry. It monitors roughly 22,000 

systems, relying on the immediacy of text messaging to inform producers of well 

conditions and potential problems with equipment. The company originally grew out of 

American Central Gas Technologies, Inc. after the operations group there developed the 
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ability to operate by exception—to get immediately notified when something went wrong

—and to remotely control all facilities. As a direct result, ACGTI was able to reduce 

company-wide operating expenses. ELynx was founded as a separate entity to provide a 

similar service for customers who sought to enhance operating abilities, lower costs and 

increase gas production.

Traditionally, eLynx sent messages via email-to-text gateways provided by cellphone 

carriers. But as business grew, and eLynx began sending increasing numbers of SMS 

alerts, it found it could no longer rely on the carriers.  Since reliable delivery of SMS alerts 

was critical not only to eLynx's business processes, but to its customers, Ryan 

McDonald, the IT director, began looking for a more robust communications platform. He 

researched several solutions, but it was the simplicity, power and immediate availability of 

Twilio's API that drew his attention. "We switched to Twilio because it is the most robust 

and most flexible platform for sending text alerts on a large scale," McDonald said.

ELynx's development team integrated Twilio SMS into their .Net application in half a day, 

and the company almost immediately began realizing ROI. By switching to Twilio, eLynx 

cut messaging costs by half and increased capacity for SMS volume.

•Faster go to market

•Instant scalability

•Almost immediate ROI
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Case Study: Uber
 

Uber, which aims to provide everyone with their own private driver, was founded in 2009 

by a trio of friends who were tired of struggling to get a cab in San Francisco. "You get 

out your iPhone, you push a button and five minutes later, a town car arrives," explained 

Uber CEO and Cofounder Travis Kalanick. The Uber service is based on an iPhone app 

that tracks the location of licensed limousine drivers who have agreed to accept bookings 

from Uber. It differentiates itself from other limousine services by offering integrated 

communications and a better user experience. For example, SMS messages are sent to 

customers to let them know when their car is one minute away and when it has arrived, 

as well as to drivers whenever there is a surge in demand in a particular area of a city.

 

But Uber's initial communications provider proved unreliable. Text message delivery was 

sometimes delayed by as much as 20 minutes—which made it difficult for Uber to deliver 

the high-quality experience it promised.  Kalanick said the company solved that problem 

by building a solution on top of Twilio’s communication’s platform.  "I sleep easier, and my 

engineers sleep easier," Kalanic said. Not only does Twilio provide a highly reliable 

communications service, it also offers that service in cities around the world, where Uber 

is hoping to expand. "Having one telecommunications provider that will ultimately cover all 

the countries and cities that we go to, that's critical for us," Kalanick said.

•Improved productivity

•Instant scalability

Four Reasons To Integrate Communications Into Your Business Processes / twilio.com        Page  10                                                                                                           



Best practices

Use a map. Like any other journey, integrating communications into your business 

processes will go smoother if you occasionally consult a map. In this context, a map is a 

representation of the myriad ways the people in your organization communicate 

presented as a chart or diagram. Creating a map means taking an inventory of the 

applications, systems and aggregation points that employees use to connect with 

customers, partners, suppliers and other employees. Among the data points that are 

useful to collect are the name of the application, the medium (chat, video etc.), the target 

audience (customers)  the usage rate (daily, weekly, etc.) and the associated business 

process (i.e., coordinating logistics).

Locate communications bottlenecks. By looking at the map, you'll be able to spot 

where your processes are bogging down due to inefficient communication. Are 

employees spending a lot of time chasing down customers? Are customers struggling to 

connect with the right person at the right time in sales or support? Communications apps 

are great at smoothing out these areas of friction.

Build a prototype. One way to identify which web-based communications API is going 

to best meet your needs is to build a prototype. The ease with which you can test out the 

functionality you need will help you gauge how many headaches you will encounter when 
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you seek to adapt and grow communications-enabled business processes in the future. 

Ryan McDonald, the IT director of eLynx Technologies, said he was sold on using Twilio 

after he was able to start sending text message alerts in just half a day, while other 

providers required week-long implementation and test periods.

Start small. The great thing about using a web-based communications API is that it 

doesn't require any significant changes to your existing applications and 

telecommunications infrastructure. Tree.com, a parent company of LendingTree, a 

marketplace for mortgages and other loans, and DoneRight!, a marketplace for pre-

screened home improvement contractors, first kicked the tires on the Twilio API with 

DoneRight, before deciding to replace LendingTree's traditional hardware-based 

interactive voice system with a more flexible IVR powered by Twilio.

Focus on your business goal. Whether your goal is to differentiate the customer 

experience by satisfying a need with a single contact or reducing the downtime of an 

industrial system, it will help to keep the end goal in mind when working with your 

developer. Part of the beauty of choosing the right communications API is that solutions 

that are simple to articulate, for example, allowing customers to respond to an SMS 

reminder, can also be relatively straightforward to execute compared to traditional, on-

premises communications deployments.

Four Reasons To Integrate Communications Into Your Business Processes / twilio.com        Page  12                                                                                                           



Web APIs and the power of now

Integrating voice and SMS into business practices is something any company can do 

now. There’s no need to plan for an expensive and time-consuming deployment of 

communications technologies.  You can get started immediately by prototyping a web 

app and leveraging the power of a pay-as-you-go communications platform.  Within days 

or weeks, you’ll be enjoying business processes that are more agile and efficient, while 

minimizing delays that can result from human-centered workflows.

The best part: Integrating real-time communications will let you realize real-time benefits 

including increased productivity, faster go to market, instant scalability and almost 

immediate ROI.
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Let’s end the Uber Case study with an image from 

the video.


