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Twilio makes it easier than ever to utilize short code marketing, the “new 
normal” in marketing outreach, by handling complicated carrier 
relationships and engaging in the support best practices necessary to 
make any campaign successful. By making it quick and simple for 
mobile phone users to subscribe to and receive information, short 
codes increase customer responses to your outreach, and give 
customers greater control over the messaging they receive.

Previously, Twilio has reached out to the marketing community to demonstrate how short 
codes can be an essential marketing tool throughout the entire customer 
lifecycle.Short codes, for example, can attract traffic via the fastest, most seamless 
SMS opt-in practices, and then can convert that customer’s awareness into 
consideration via captured leads, and allowing you to nurture those prospects via SMS’s 
incredibly high open-rate with subscribers (90% or more). Short code marketing also 
enables you down the road in the customer lifecycle, building loyalty via a two-pronged 
approach of satisfying your customer with value-added features only available via SMS, 
and gathering referrals from those customers via easy-to-share, opt-in “tell a friend” 
features. Finally, short codes allow you to cross-sell to existing customers, by making 
that process entirely systematic and being able to promote products that customers have 
actually opted to hear more about. Essentially, short codes are an invaluable tool for 
reaching your customers at every phase of their relationship with your brand.
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However, in order to reap the greatest rewards from short code marketing campaigns 
throughout your customer’s lifecycle, there are a number of common—but deadly—pitfalls 
in mobile marketing that you should make an effort to avoid. Here, then, are 8 mobile 
marketing best practices, and our best tips on how to utilize them effectively. 

Best Practice #1: Know Your Customer Lifecycle
Too often, as marketers, we capitalize on one phase of the customer lifecycle, or even 
two or three, but neglect to follow through on all four. With short code marketing, we are 
uniquely able to market to all four phases of the customer lifecycle, from the first 
moment the customer becomes aware of you, through the second, third, and 
seventeenth purchase they make from you. 

To start, understand what the customer lifecycle looks like: phase one builds awareness. 
Phase two converts awareness to consideration. Phase three builds loyalty, and phase 
four cross-sells. Where do short codes come in? 

In phase one, short codes help you to attract traffic by virtue of the easy to recall, 
fast, seamless opt-in process. With one quick SMS message to a number as short as 
four digits long, a customer can opt into your brand’s messaging, receiving your welcome 
message instantly, offering them brand awareness and giving you customer engagement 
within seconds. It’s incredibly easy for the customer to sign up, and it’s just as easy for 
you to respond, immediately, with promotions, discounts, contests, and other incentives 
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to convert the initial awareness you created into a sincere consideration of your product. 
Which is, essentially, phase two.

Phase two is comprised of two components: capturing leads and nurturing prospects. 
Short-code marketing automatically captures your leads from the moment they 
opt-in to your messaging, enabling you to nurture these prospective customers toward a 
sale. Since the customer has now chosen the best way for you to reach them, and 
expressed interest in your message just by opting in, they are halfway there already. 

So, in phase three, you need to deliver on that interest. Short code marketing allows you 
to reach the maximum number of customers with the smallest amount of effort—
and the shortest messaging possible. SMS media is perfectly tailored to provide your 
customers with the best value-added features, like account notifications, surveys and 
real-time results, promotions, and transaction or booking confirmations. These are all 
ways to satisfy your customer that you are going to take care of them, from start to finish
—and they also prove that the short code messaging they opted into is anything but a 
waste of their time. In turn, during this same phase, they may feel the time is right to refer 
you to their friends and family, and again, short code marketing makes tell-a-friend 
programs extremely simple, again ushering in new referrals through a simple, 
automatic opt-in process. 

Finally, in phase four, these loyal customers will be highly receptive to any additional 
features, products, and services you’re prepared to offer them. As long as you can 
communicate these additional points of interest to them in 160 characters or less, they’ll 
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be ready to commit. Short code marketing makes the entire process easy for you, and 
painless for the customer—and allows you to automate this final phase so that cross-
selling is as natural a part of the flow as all three phases before it. 

Best Practice #2: Your Short Code is Your Brand
Short codes, by virtue of their ease of memory, are an ideal branding tool: just 5 or 6 
digits and a lead is automatically patched into your entire brand; you can even 
purchase “vanity short codes,” which give you an added branding option. Remember that 
using short codes, with their easy opt-in process, is a courtesy to the customer—showing 
respect for their time and energy. Of course, it’s your responsibility to distill your brand 
down into easy-to-digest, 160-character snippets. But if you can get your messaging 
right in a limited amount of space (and you can!), you’ve opened the door to a very 
personal engagement medium with potential leads. 

And to that end, if the customer thinks it’s a personal message, it is critical that you treat it 
that way, too. The most effective marketing strategies resemble conversations, not one-
sided blasts. You have to know your customers’ interests well enough that every message 
they send receives a response that’s relevant, timely, and interesting. Short code 
marketing enables that conversation to happen seamlessly. 
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Best Practice #3: Be Ready to Launch on Day 1
One of the leading conflicts cited against the short code medium is its confusing, long 
application process with carriers for marketers who wish to use it. Twilio, however, deals 
with the carriers so that you don’t have to. We have an incredibly simple sign-up 
process that walks you through all of the carrier’s requirements, provides you with sample 
user opt-in messaging and steps, and ensures that your messaging is compliant with all 
carrier regulations. 

As carriers grow increasingly strict about your messaging content, frequency, 
notifications, and your opt-in process, and require that you demonstrate compliance with 
all of these policies during your application, working with Twilio ensures that what could 
become a major headache remains an effective, problem-free marketing solution. 
Twilio has a firm grasp on all relevant guidelines and will help you stay compliant in your: 

• calls to action
• help requests from customers
• stop requests from customers
• welcome messages
• sign-up flow
• and message frequency

Plus, Twilio can also provide sample message flows and a number of other pointers that 
help you stay compliant, and ensure that your messaging gets out there to the 
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customers who need to see it. Additionally, getting your application right the first time 
through means that you can significantly expedite what can be a long application 
processing time, so your messages can get out the door that much faster; getting 
through the application process as quickly as possible will enable you to start your 
campaign via SMS as soon as possible. 

Also, you obviously don’t want to waste any time after you get the green light on your 
application from the carriers to start messaging your customers! But if your app isn’t 
tested prior to your application’s approval, you may lose valuable time in humdrum testing 
and troubleshooting. Thankfully, the Twilio API is exactly the same for long codes as it is 
for short codes, so you can have a tested model in advance, to go live the second 
carriers are ready for you. 
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Best Practice #4: Know Carrier Compliance 
Requirements
Naturally, application time isn’t the only period during which you need to keep carriers 
happy. The CTIA has begun implementing an audit program on message flow (particularly 
regarding Help and Stop compliance), and calls to action, so short codes displayed on 
websites require strict conventions these days. Twilio’s expertise in audits and avoiding 
service interruption through our knowledge of carrier restrictions and CTIA compliance 
requirements will keep any dedicated short code users active and in touch with 
your subscribers. 

A word on potential drawbacks of dedicated short codes: Unlike shared short codes, 
where you subscribe only to keywords on a short code rather than owning the use of the 
number outright, one uninformed employee, one unapproved message flow or call to 
action, one slight misstep out of the bounds of carrier compliance, and the carriers may 
suspend your dedicated short code. Twilio works hard to keep you in compliance, 
but these are good issues to be aware of going in! 

Taking Control of Your Short Code/ twilio.com        Page  8



Best Practice #5: Interact with Your End Users
One of the greatest features of short codes is their easily-tailored two-way 
communication process. While some providers only send outbound messaging (and 
this often includes shared short codes), if you do your homework you can partner with a 
provider that will ensure your customers are able to speak back to you. This two-
way dialogue opens the door for a great amount of valuable feedback, allowing you to 
customize your messaging to each customer by tailoring to account specific data, even 
allowing you to message them individually by name. We all know that customers respond 
strongly to personal, personable messaging. 

At the same time, you can scale this process by building and testing your app in 
advance, and anticipating your message flow ahead of time. It’s rare that a tool comes 
along capable of giving you personalized engagement with your customers, while allowing 
you to engage all of your customers on a large scale. Short codes do it, and do it well. 

Best Practice #6: Streamline and Capitalize Your 
Multi-Channel Outreach
As great an idea as it is to add a new medium for your marketing outreach, it doesn’t 
make sense to have to manage it entirely separately from your other modes of 
communication. So manage your voice and SMS marketing all at one—
competitively priced—location, with the Twilio API for voice. The Twilio voice API offers 
both a click-to-call feature and interactive voice response (IVR) technology. 
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Multi-channel outreach empowers the customer to control when and how you 
reach them, by offering multiple mediums for communication. This streamlining also 
makes it seamless for customers to reach you, when you incorporate features like 
click-to-call, IVR, and lead generation for both domestic and international numbers. And 
finally, you can reach your customers via multiple channels, too, by email, voice, or SMS 
mass outreach—without wearing them out on any one message. 

Best Practice #7: Meet Your Whole Market
Too many providers limit the scope of your potential audience, but with Twilio, you can go 
global in seconds, with international SMS options. Twilio offers short codes in both the 
U.S. and Canada, and supports SMS outreach internationally with an identical, easy-to-
integrate app. 

In fact, the exact same Twilio app you use for your U.S. audience will work with all of your 
international SMS outreach, which works out well for marketers, as international 
audiences have a higher adoption rate via SMS than U.S. audiences do. And just to 
ensure that your international messaging is a clear success, Twilio provides built-in 
support for non-English text characters—so saying こんにちは (hello!) to your 

customers in Japan just got that much easier. 
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Best Practice #8: Crunch the Numbers
Finally, it’s essential before launching a short code project to understand the costs and 
benefits associated with this medium. Twilio’s fees are aggressively priced to beat the 
market, with messages costing only 1¢ per inbound message, and only .5¢ per 
outbound message. Coupled with easy, pay-as-you-go pricing—and absolutely no 
shenanigans—you won’t find a better deal anywhere. 

After all, pricing is everything. If the time to launch, plus the time to carrier approval, plus 
the carrier fees, plus the short code lease, plus the price per message, plus the cost of 
support after launch doesn’t balance out against your acquisition threshold and budget, 
why bother? That’s why Twilio’s best-in-class support and competitive pricing are 
your best bet to tackle short code marketing in a way that is best for your business and 
your customers. 

And if you’re currently stuck with a carrier who isn’t giving you such a great deal? Twilio 
can manage your migration painlessly, taking over your lease with the previous carrier 
and keeping it live until you’re ready to flip the switch on your new Twilio-powered short 
code. We’ll hold your hand through the entire process, so that not a second is lost, and 
not a message gets delayed. 

Making It All Work
At the end of the day, short codes can and will work for your marketing outreach plans, 
but it takes a precise form of alchemy required to get there: the best practices, the right 
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tools, and a tenacious partner who will bridge the gap between headache-inducing carrier 
regulations and your end goal of getting your message to as many customers as possible. 
Twilio can take you there, and we’re excited to see what you do once you arrive.
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