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Introduction

In an era of rapidly evolving 
communication technologies, 

customer preferences are shifting 
dramatically. Traditional 

communication channels, such as 
emails and SMS, are witnessing a 

decline in their usage for 
information gathering. 

The report explores this trend and 
emphasizes the growing 

preference among customers for 
newer channels like WhatsApp to 

obtain information about products, 
services, and brands.

By examining relevant data and 
statistics, this report provides 

insights for companies to rethink 
their digital strategies and 

embrace innovative ways to 
connect with the tech-savvy 

customers of today.



Decline of Traditional Channels:

Research data shows that the usage of emails and SMS for 
information gathering is on a steady decline. A recent 
survey conducted by Market Research Insights indicates 
that 68% of respondents now use email and SMS less 
frequently for such purposes compared to five years ago.

The Rise of WhatsApp:

WhatsApp has emerged as the preferred channel for 
information seeking. According to Statista, as of 2021, 
WhatsApp boasted over 2 billion monthly active users, 
and it has continued to grow. A survey by TechConnect 
revealed that 79% of respondents prefer to receive 
product information and updates through WhatsApp.

Connecting with Gen Y Customers:

Gen Y, or the digital-native generation, is leading the shift 
towards newer communication platforms. To engage with 
this demographic effectively, companies must adapt 
their communication preferences. Embracing 
WhatsApp, which offers multimedia 
features, instant responses, and a 
personalized touch, can 
significantly enhance 
customer 
engagement.



Research Data:

 A report by Pew Research Center found that 85% of 
individuals aged 18-29 use messaging apps like 
WhatsApp, while only 38% use email for personal 
communication.

 According to a study by Digital Marketing Institute, the 
open rates for emails have steadily declined, with an 
average open rate of around 22%, while WhatsApp 
messages enjoy a significantly higher open rate of over 
70%.

 In a survey conducted by Marketing Land, 65% of Gen Y 
respondents indicated that they are more likely to 
engage with a brand that offers customer support 
through messaging apps like WhatsApp.



Conclusion:

As customer habits evolve, businesses must stay ahead by 
adjusting their digital strategies. The decline of traditional 
communication channels and the ascendancy of WhatsApp as 
a preferred information source are supported by various data 
sources. To effectively reach and engage with Gen Y 
customers, integrating WhatsApp into the communication 
strategy is essential for any sized company. This will allow 
businesses to adapt to changing customer behaviors and 
maintain a competitive edge in the digital landscape.

To know more about the latest digital trends or to explore 
video-powered WhatsApp communication for your 
business, please email us at 
info@govideopx.ae
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