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Countrywide gets 
closer to its mortgage
customers with timely,
targeted text messages 

“The managed text 
has exceeded our
expectations. We have
much more of a dialogue
with our customers. 
We can contact
customers directly 
and in real time, 
which they experience 
as a service.“

Kelly Reader, 
Countrywide

Case Study
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Countrywide decided to trial managed
text to communicate complementary
financial services to existing mortgage
customers. So, when lending rates
changed, they sent a text message to
6,000 customers inviting them to call 
in to discuss their options and identify 
the best mortgage for them. 

Kelly Reader, at Countrywide, says 
“The response exceeded all our
expectations. We immediately 
looked at ways to repeat and refine 
this success.”

“The managed text solution is an 
ideal extension of our services for
maintaining meaningful customer
relationships because it is easy to 
set up and manage, and we know
customers read text messages and 
are more likely to act on them.”

“The managed text solution has
exceeded our expectations. It’s also 
very flexible, allowing us to react 
to the market or customer feedback 
and change our message in minutes
according to segment, or timing, 
or whatever we want.” 

“The turnaround time for managed 
text is so short that we can send out
messages within a day or two of 
an interest rate announcement, for
example. It complements our email
marketing strategy. We can send 
high level, relevant information by 
SMS and then follow up with an 
email giving regulatory information 
for interested customers.”

Using this solution Countrywide 
is able to implement timely new
campaigns very quickly. For example, 
says Kelly Reader, “We’ve recently 
run a campaign to tell existing 
customers about the significance 
of buildings and contents insurance.
Inbound calls to renew increased 
right away. 

“We have much more of a dialogue 
with our customers. We can contact
customers directly and in real time, 
which they experience as a service.”

Countrywide, the UK’s largest estate agency and provider 
of integrated property services, also has a financial services
division. The company wanted to find a way to build a
relationship with mortgage customers to market other
financial products in a way that customers would welcome.

• Faster management and 
creation of communications

• More inbound enquiries 

• Better customer service

• Increased customer satisfaction 


