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Managing Texting in the Workplace 
 
The penetration of mobile phones in the United States has reached 100%. You have one, your 
workers each have one and your customers each have one. So do all of your workers' friends and 
family. The latest statistics show that 43% of smartphone users use their phone to make voice calls 
but over 70% of smartphone users text. 
 
This proliferation of mobile phones and texting can bring your business lost productivity as workers 
waste time carrying on frivolous conversations during working hours. There are times, however, 
when texting can contribute to efficient business operations. 
 
Here are a few reasons why: 
 

 Text messages have a 98% read rate 

 Text messages have a 100% open rate 

 90% of all text messages are read within three minutes of their delivery 
 

Use texting to enhance work communications 
Texting can be a useful tool for communicating important work-related information with employees 
who are away from the office or regularly out in the field. Rather than interrupt their work with a 
phone call, a text can transmit information quickly. Texting is often faster and easier than a full email 
message or phone call. Talking on the phone can be distracting to other workers while texting allows 
you to communicate without disturbing your work environment. Texting can protect communications, 
as workers in the field can be overheard when talking on the phone. 

 
Texting is especially useful in these situations: 

 Reaching an executive or employee on a critical issue when that person is in a meeting and 
cannot answer the phone because the ring would create a disturbance 

 Reaching employees after hours about an issue that would affect the next day, such as a 
schedule change or early-morning meeting 

 Alerting employees to a workplace or parking lot danger or other safety issue 
 

However, texting should be avoided in these situations: 

 To keep work team communications cohesive, project collaboration should all be done via 
email 

 Email leaves a digital paper trail for both sender and recipient that resides with all email 
about projects, policies or other important issues 

 

Create a business texting policy to prevent lost productivity 
Your texting policy should be built around your type of business. Factories, retail stores and office 
environments have very different issues and challenges. However, here are some basic concerns all 
businesses should consider when setting up a texting policy: 
 

 Application and Enforcement: The rules  established to permit texting in an organization 
should apply to everyone – regardless of the person's responsibility or title – and should be 
able to be enforced. 
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 Safety: Texting should be banned whenever it affects employee safety. This applies to 
employees driving delivery or repair vehicles, operating heavy equipment or any worker 
doing delicate work that requires constant attention.  

 

 Customer Service: Just as you should ban personal mobile phone calls in front of 
customers, texting should never be conducted where customers might see it, even if 
business related. 

 

 Texting Customers: Never send text messages to customers without their prior permission 
and make it fast and easy for them to rescind that permission. 

 

 Time: You can set a policy that allows texting prior to the end of the workday, over lunch, etc.  
This helps employees make plans for activities that are taking place outside of work. But this 
must be kept to a minimum. 

 
Establish penalties for non-compliance with texting rules. 
Once the policy is established, employees should be trained on what is and is not permitted. If you 
feel it's necessary, you might even want to set some kind of penalty for incidents of employees not 
following the policy.  
 
Many companies follow the process of giving employees a verbal warning the first time they are 
caught texting inappropriately, followed by a written warning, final warning, and then termination. 
 
If your organization has not had a policy in place to regulate mobile device usage, you may 
encounter issues that require you to rework your policy a few times in order to get it working right. 
Don’t be afraid to make changes as needed – just be sure to keep your employees well informed on 
both your expectations and the overall benefit the policy brings to your organization. 
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