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Introduction

Ready to revolutionize your business messaging capabilities and gain a competitive edge? Rich
Communication Services (RCS) represents the next generation of messaging technology, offering
aggregators, ISVs, developers, and carriers an opportunity to unlock new revenue streams &

maximize their ROI.

With its visually rich interface and advanced features, RCS empowers businesses to establish
branded two-way communication directly within the SMS inbox, fostering deeper customer

relationships and driving meaningful engagement.

The demand for RCS is soaring across multiple industries. From banking and finance to e-
commerce, ride-sharing, and retail, businesses are recognizing the transformative power of RCS to

enhance customer interactions.

Capitalizing on this burgeoning market demand, aggregators, ISVs, developers, and carriers can

tap into lucrative revenue streams and optimize their return on investment.
In this comprehensive guide, we will delve into the key questions surrounding RCS, providing you

with the knowledge and insights needed to leverage this game-changing technology to its fullest

potential.
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What Is RCS?
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RCS is an IP-based messaging service available on Android smartphones in the Google Messages

and iMessage in Apple smartphones via carrier networks. RCS leverages the global reach of SMS

with interactive and rich chat features similar to OTT messaging platforms like Facebook

Messenger, WhatsApp, and Telegram, delivering a compelling and engaging user experience.

Business communication over RCS is called RCS Business Messaging (RBM). This can include both
A2P and P2A communication. With RCS, brands can leverage multiple rich functionalities like
suggested action buttons, click-through delivery, location sharing, high-res videos, images, audio,
and gifs, delivering engaging and interactive customer experience without worrying about security

or privacy.

RCS is an extension of SMS. It is not a new communication channel, so the transition is seamless.

Currently, there are more than 1 billion RCS users globally, and with RCS now being available on

Apple, this number will further increase beyond 2 billion.
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Why Is RCS A Game Changer For Brands And Enterprises?

With its rich set of capabilities, RCS helps brands grab customer attention in their very own SMS

inbox delivering customer delight.

With RCS, verified business trust marks replace random numbers or acronyms in text
conversations, increasing consumer confidence in the authenticity of the brand. Furthermore, each
message wears your brand logo and color, helping you leverage your branding and making you

stand out in your customers’ SMS inbox.

SMS Inbox RCS Inbox
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Enhanced Conversational Capabilities

With RCS, brands can deliver a truly conversational experience with pre-configured replies and

suggested actions.
Suggested Replies

Brands can offer suggested replies to a particular query, reducing the time required by users to

type, and improving query resolution and response time.
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Suggested Actions

With suggested actions, customers can quickly complete any task that leverages the functionalities
of the device. For instance, an ‘Add to Calendar’ suggested action button under flight detail
communication by an airline will add the flight details to the device’s default calendar. Similarly,
there are action buttons like share or view location, open a URL, or dial a number that brands can

incorporate as per their use case.

These replies can be set in a chip list or buttons that appear as a horizontal set of buttons above the
user’s reply box that simplify the customer journey, leading to faster and more efficient

interactions.
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Rich Card And Carousels
Using rich cards, brands can include text, images, videos, suggested replies, and suggested action
buttons in a single message. This helps brands enhance the user experience by providing all

necessary details about a use case in one go rather than an interrupted and broken back and forth.
Carousels are a collection of rich cards which are horizontally scrollable. I+ usually includes a title,

subtitle, image, and suggested action and reply buttons. Using these features, brands can

showcase a catalog of their products or services.
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Deeper Analytical Insights
RCS offers valuable and detailed analytical data and metrics, including read receipts, click-through
rates, and response time, enabling businesses to gain deeper insights into their customers and

tailor their marketing strategy accordingly.

Advanced Automation

RCS allows for the integration of Al-powered chatbots that can handle simple queries and
automate simple tasks, freeing up live agents for more complex inquiries. This not only helps reduce
response time and improve query resolution but also help businesses reduce cost and get better
ROIL.

Safe, Secure, And Fraud-proof

As per the GSMA, RCS Universal Profile Standard, every RCS sender has to be verified and
authenticated by RCS service providers, making it a secure and safe channel. This ensures that
customers are protected from fraud, duplicity, and phishing, making them feel comfortable about

sharing personal information in banking and legal use cases.

Transforming Brand Experience With Unique RCS Features

PDF Sharing
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QR Code Scan

QR codes have become ubiquitous, appearing in
print ads, digital displays, and even store
entrances. RCS leverages this technology by
allowing users to initiate conversations with
brands simply by scanning a QR code. This
opens up a new avenue for customer
engagement and streamlines the process of

starting a dialogue.
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Person-to-Application (P2A) Journey

RCS enables a two-way conversation between
brands and customers. Users can initiate chats
with your RCS agent by simply saying "Hi." This
empowers customers to ask questions, seek
support, or explore products and services on

their terms.
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RCS & the Google Ecosystem

RCS is deeply integrated with the Google ecosystem, offering exciting possibilities for brands:
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Google Calendar

With a single tap, users can sync event
reminders from RCS messages directly to their
Google Calendar. This ensures that important
dates and appointments are never missed,
enhancing the customer experience and

driving engagement.
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Google Maps

RCS allows users to find locations on Google
Maps without ever leaving the chat. Whether
it's a store location, event venue, or point of
interest, this integration provides convenience

and seamless navigation for customers.
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Google Wallet

Customers can effortlessly save check-in

information and boarding passes to
their Google Wallet directly from RCS
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RCS on Apple Now

The introduction of RCS on iOS 18 (expected in
September) is a game-changer, significantly
expanding its reach and unlocking untapped
potential for brands, especially in Apple-

dominant markets.

This expansion allows businesses to engage a

wider audience on Apple devices with

enhanced messaging capabilities, including

rich media, interactive elements, and
personalized experiences. This increased reach
translates to a broader customer base,
enabling brands to extend their marketing and

communication efforts to new segments.
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For businesses operating in Apple-dominant markets, adopting RCS provides a significant

competitive advantage by offering a richer and more engaging messaging experience compared
to traditional SMS.

Moreover, the global impact of RCS on iOS is substantial, as Apple devices are widely used
worldwide. This enables brands with a global presence to create consistent and compelling

messaging experiences across diverse markets, regardless of the dominant mobile operating

system.

Enhanced Conversational Capabilities

To maximize the impact of RCS, brands should consider the following best practices:

(3 Understand Your Audience: Tailor your RCS messages to your specific target
0~0
Yl audience. Personalization and relevance are key to driving engagement.

Leverage Rich Media: RCS supports rich media, including images, videos,

carousels, and more. Use these elements to create visually appealing and

engaging messages.

Interactive Experiences: Incorporate interactive elements like suggested
@ replies, quick reply buttons, and product carousels to enhance the user

experience and guide customers through their journey.

Omnichannel Integration: Integrate RCS into your broader omnichannel

messaging strategy to provide a seamless and consistent customer
_— J
experience across all channels.
Measure and Optimize: Track key metrics like open rates, click-through
@ll-_d rates, and conversions to measure the effectiveness of your RCS campaigns.
y Y

Use this data to refine your strategy and optimize your messages over time.
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How Can Brands Integrate RCS With Existing Business Messaging Channels?

Wonder how RCS can integrate with your existing business messaging channels? RCS apart from
being replete with rich functionalities can also easily complement your existing business messaging

efforts.

RCS with SMS

As per the Universal Profile, all Android phones will have Google Messages as the default
messaging app. However, currently not all Android devices support RCS. So, how does RCS promise
100% reach? It fallbacks to SMS.

RCS messages can be sent to any number across the world. However, in devices that don’t support
RCS, it falls back to SMS, ensuring you reach your customer despite this limitation. Furthermore,
RCS will replace SMS in the 5G standard. However, 4G and 3G are more prevalent across the globe

now, again proving to be a limitation during the transition phase.

RCS is available along with SMS in the same native messaging app, making it easier for businesses
to leverage the benefits of RCS with the benefit of fallback to SMS, ensuring

seamless customer communication.

RCS with OTT messaging platforms

When it comes to rich capabilities, RCS and OTT messaging platforms are at par. However, as RCS
is available in the user’s native messaging app unlike OTT messaging platforms, it eliminates the
need to download a third-party app. OTT messaging platforms can also work as fallback options

for RCS when users cannot receive RCS messages.

RCS along with other prevalent OTT platforms can help businesses gain deeper reach, expand

customer base, and offer seamless support across platforms as per customer convenience.
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Guarantee Your Message Reaches Your Customer With
Fallback To Other Channels

In today's omnichannel communication landscape, ensuring your message reaches your customer,
regardless of their preferred channel or any potential delivery obstacles, is paramount. Fallback

mechanisms play a crucial role in achieving this goal.

When Fallback Is Essential

Fallback becomes indispensable in several scenarios:

* User Unavailable on Channel: If your customer is not actively using RCS at a given moment,
fallback ensures the message seamlessly transitions to another channel they are likely to

engage with, such as WhatsApp or SMS.

* Template Rejection or Paused Campaigns: In cases where an RCS template is rejected due to
policy violations or a campaign is paused, fallback prevents the message from being lost

entirely. It can be rerouted through alternative channels to maintain communication.

* Message Limits Reached: Some channels have limitations on the number of messages that can
be sent within a specific timeframe. Fallback guarantees that even when these limits are

reached, your message still finds its way to the recipient through another route.

* Delivery Delays: Network congestion or technical issues can sometimes cause delays in
message delivery. Fallback ensures that time-sensitive messages, such as OTPs or payment
reminders, reach customers promptly through a different channel if the primary one is

experiencing delays.

Types Of Fallback

There are various fallback options available, each tailored to different needs:

* RCS to WhatsApp to SMS: This multi-layered fallback first attempts delivery through RCS. If
unsuccessful, it seamlessly transitions to WhatsApp and, as a final resort, to SMS, ensuring

maximum reach.
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Benefits Of Fallback

Implementing fallback mechanisms offers a multitude of benefits for brands:

* Higher Reach: Fallback maximizes the number of customers you can reach by utilizing multiple

channels, increasing the likelihood that your message is delivered and seen.
* Optimized Campaign Costs: By prioritizing the most cost-effective channel and resorting to

fallback only when necessary, you can optimize your campaign expenses while maintaining

effective communication.
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* Critical Communication Delivered: Fallback ensures that critical messages like OTPs, KYC
verification codes, sign-in alerts, payment reminders, and renewal notifications are delivered

promptly, even in the face of challenges.

* Better Customer Experience: Smart fallback reduces the spam associated with bombarding
customers on multiple channels. It prioritizes delivering the message through the most relevant

and convenient channel for the recipient.

* Channel Optimization: Based on the type of campaign and message content, fallback allows
you to choose the most suitable channel. For example, RCS might be preferred for promotional

messages with rich media, while SMS might be more effective for urgent alerts.

Empower Clients’ Business Messaging With RCS Powered By
Dotgo

With RCS and its rich feature set, you can empower your clients - brands & businesses - to not only
execute highly impactful, result-driven RCS campaigns but also foster customer trust and

strengthen relationships, leading to increased engagement and loyalty.

As RCS continues to evolve and expand its capabilities, staying ahead of the curve is essential for
success. By leveraging Dotgo's RCS solutions, you can position yourself at the forefront of

innovation, offering your clients cutting-edge messaging capabilities that drive business growth.
Dotgo is the leading provider of RCS, handling billions of RCS messages on its platforms globally.

We offer a comprehensive suite of tools and services to help businesses of all sizes capitalize on the

power of RCS messaging
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With Dotgo's RCS Solutions, You Can:

* Expand your reach: Sign one agreement with Dotgo and start sending RBM messages to every

mobile user across the world, no matter what carrier they use.

» Simplify RCS: Dotgo helps you easily onboard and verify users, handles all backend complexity,

so you can focus on engaging your customers.

* Avoid being marked spam: Engage with your customers using Managed RCS Messages (MRM),

delivering spam-free and quality campaigns.

* Real-time reporting: Monitor campaign performance while it’s running, getting access to

metrics like delivery rate, read rate, open rates

* Optimize for delivery of content to Android and iPhone users: Ensure a seamless RCS

message delivery across both Android & iPhone platforms, leveraging all RCS features

Partnering with Dotgo, you can unlock new revenue streams, differentiate your offerings, and

solidify your position as a leader in the RCS ecosystem.

Contact us to start with your RCS journey today!
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Jumpstart your RCS journey wit us today.

Talk to an RCS Expert today!
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