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WhatsApp serves 2 billion users across the world

With presence in 104 countries, WhatsApp 1s the most popular messaging app in the world.

Usage among smartphone users

Most popular . Second most popular

if_

S

Source: SimilarWeb, Android app data, February 2018
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Feature Highlights
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Verified Profile Data Masking
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Verified Business Account

Brand logo and Next to friends and green badge = Official
verified name family Business Account

1:44

( “ Astra Air @ (a

<
This chat is with the official business
account of “Astra Air". Tap for more info.

Business Info

Hi Jordan. You're flight has
been canceled.

To reschedule your flight,
choose one of the following:

A) 7:00 PM

B) 9:156 PM
C) 11:55 PM

Astra Air
E ZBank

Home & Co.

A

We value your time. Because of

the inconvience, we'd like to
give you a $50 voucher to buy a

nice dinner. |

Astra Air @ e Molly

g ma Sadie &

<4

Jackie
Official Bt S ount

Originally 84 Astra Aidi re % Mama #. pava 8

true ta our core belief

Business Details
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https://docs.google.com/document/d/16-pPF01sI5Csrna4NrKfaINBBSV4ZV2i1TrFy2vQA3U/edit?pli=1#heading=h.469wha90clra

Rich Links

Ytelco *

This chat is with the official business
account of “Ytelco" Tap for more info.

Hi Brad, it looks like your new

iPhone ljust got delivered!
Check out this great video on
some of the new features.

YES! It came in about an hr ago. |
can't wait to use it and take amazing
pictures m# on my vacation <% to

Italy ®1 next week!

Rich Messaging

Documents

This chat is with the official business
account of “ZBank”. Tap for more info.

| just got my latest statement and
there is a charge ™ on there that |
didn’t make g. HELP!!

I'm sorry for the trouble. Would
you mind sending me a PDF copy
of your statement with the charge
in question highlighted?

Sure here you go

June2019Statement

Audio Messages

& e Yorokobi

This chat is with the official business
account of "Yorokobi’. Tap for more info.

Hey i'm a size 7.5 W in the US and
would like to order your shoes
from the UK 2, what size should |
order?

Thank you for messaging us. An
agent will reply within 10 min.

Hi Karen, Rita from customer
service here. Here is a conversion
chart ", that we use to find the
best size:

Q-

Glad to hear that it worked for you

Waran Faal fraa th maceana

Photos
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Home & Co. ¢

This chat is with the official business
account of “Home & Co". Tap for more info

| bought an outdoor patio set last
week and one of the cushions
already tore on it, can you please
help me?

I'd be happy to help you with that
request. To speed up the request
would you mind sending me a
picture of the rip?

Sure thing, | can do that as soon as |
get home tonight from work.




Rich Messaging
Secure Forms

8:05 O © OUEML £28%

& P YBank ¥ m oy

Hi, we've detected some suspicious

activity on your account. A charge of

$620.00 was made at Freddy's Furniture

in St. Louis, Missouri on Tuesday, August 1
20th at 7:35 PM

Can you please confirm if you made this

purchase?

Thank you! That wasn't me! | live in New
York and haven't purchased anything from
Missouri!!

My name is Amir, | am here to assist with
the unrecognized activity on your account.
Thank you for the quick reply. Let's take
care of this right away.

Please click here to confirm your identity:

Secure Form

LivePerson Proprietary & Confidential Information. © 2019 LivePerson, Inc. All Rights Reserved.



Entry Points
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Consumer-driven conversations

Click-To-WhatsApp

Brand can pass page/app context + login status

& Yorokobi.com

é YOROKOBI

ome / Compar

Yorokobi Customer
Service

How can we help?

Returns

4 e Yorokobi

@ Messages to this chat and calls are now
secured with end-to-end encryption. Yorokobi
may use another company to store, read,
and respond to your messages and calls
Tap for more info

This chat is with the official business.
account of " Yorokobi". Tap for more info.

Hey Brad, Angela from Yorokobi here.
Thank you for being a premium member!
How can | help you today?

Hey Angela. For some unknown
reason | was charged twice this
month.
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Mobile Web

& Yorokobi.com

é YOROKOBI

Yorokobi Customer
‘ Service

‘ August 14
‘ August 16

August 17

JFK # SFO

SFO + JFK

JFK »CHS

Consumer-driven conversations

Email

8199

<{®

I From: Yorokobi
| To: Jason

Spring’s best: 15 things you
‘ need to see from Yorokobi

QR Code

&

Extra 60% ofl

sales styles

How can we help?

Got questions?
N - Message our experts

Add Extras

S~ YOROKOBI

Contact us

Got questions?
Message our experts

Message us on WhatsApp .

Add Wifi to your upcoming flight

A\
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Banco General
Click-to-WhatsApp Buttons on mobile web and app

O First Contact Resolution |
O (9% more than web chat) |

O CUStomer SatiSfaCtion Score Bienvenido a nuestro sq ¢Olvidaste tu contrasefia?
O (7% more than web chat) o

2:46

ek Banco General

el tiempo de es
habitual. Agradecemos Entrar
compresion.

Le atendera Rosina
Buenas Tardes, I

por el tiempo de ¢Eres nuevo?

encuentre muy bien ;C{ )
O Of customer conversations BgsciteE R .
O occurred via WhatsApp

Improvement in agent efficiency \
. (compared to web chat)
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https://www.facebook.com/business/success/banco-general

Orange Spain

“Djingo” bot and 400 human agents serving consumers 24/7 via WhatsApp

<10

minutes
Average Response Time
and Time To First
Response

2.3X

AVG number of
conversations per
consumer

0%

Customers recommend
the WhatsApp channel

(—. Orange

Hola, quiero hablar con un agente

Djingo: Agente virtual

He trasladado tu consulta y una
persona te contestara con un
whatsapp lo antes posible.

Ana
Hola, soy Ana, ;en qué puedo
ayudarte?

Hola, he comprado un mévil y quiero
saber cuando me va a llegar

Ana

Estoy consultando el estado de tu
pedido y veo que se va a entregar en
la tienda que indicaste el proximo
jueves 30 de enero

Ana
¢Necesitas consultar algo més?

Nada mas, muchas gracias.

Orange
Por favor, valorade 0 a 10 tu
satisfaccion con la atencion recibida.
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https://www.facebook.com/business/success/orange-spain

Brand Entry Point

Conversation continues in
WhatsApp

~30% of consumers take the

Consumer calls the 1-800
option to message and hang

number and is given the
option to press “1” to start up!

( 143 g \‘ { ‘ Sy . \ (@AsrraAir

This chat is with the official busi

AstraAir
| 1-800-555-5555 | Thank you for contacting AstraAir. How T AT A D T .
00:16 may we help you today?
Thank you for contacting Astra Air.

| How may we help you today?

| missed my flight can you help

‘ | 1 2 3 rebook me?
ABC DEF
Hi ', i'm the Astra Air bot @. | can
help you rescheduale your flight. First
"If you prefer 4 5 6 please complete the secure form below
to text message <l dak MNO and the | can send you rebooking
options.
with our team
press 1 and we'll 8
" PQRS Tuv wXYz Secure Form
send you a message. Verification Link
re to open
traAir.com
* 0 #
+
~e P




Brand Entry Point

Conversation
continues until issue

vanalidiam

Consumer replies in

Brand sends proactive
WhatsApp

notification

—_—

ol T -
\ < ° ZBank (]

This chat is with the official business
ount of "ZBank': Tap for more info.

¢ ° ZBank

@ Messages to this chat and calls are now

A | - 1
i ) secured with end-to-end encryption. ZBank
S L5 may use another company to store, read,
£ and respond to your messages and calls.
Tap for more info.

Monday, June 3

Hi Brad, did you make a purchase
of $678.25 at Big Box Store with
the account ending in 47397

This chat is with the official business

account of “ZBank”. Tap for more info. .
£ NO!! | did not, can you please

) WhatsApp

ZBank el
Hi Brad, did you make a purchase of $678.25 at
Big Box Store with the account ending in 4739?

Hi Brad, did you make a purchase
of $678.25 at Big Box Store with
the account ending in 4739?

Hi, my name is Amir and | will assist you
with this charge. Let’s take a look at
NO!! [ did not, can you please this right away.

help?

Please click here to confirm your identity

Secure Form

Identity Verification Link
@ to open
w.ZBank.com

k swipe up to open J
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Proactive Messaging Tool

1. Compose Message

°
Campaign Name Prioritized Message Preview
Campaign 2020-03-25 15:42:27 Thank you for your patience!
< campaigns (P Start New Campaign PROACTIVE CAMPAIGNS | ANALYTICS | MESSAGE TEMPLATES
S
1. Compose Message 2. Define Recipients
Channel
- You can only replace variables ${{#}} with plain text. In this case,
Prioritized v the same text will be sent to all recipients. Or upload CSV with
Click 'Next' button below or click here to re-enter the recipient pl numbers. personal message per phone.
PHONE Y. Variable: 1 MESSAGES PREVIEW WhatsApp 441242650378 v Fallback Message Preview 28/140
447591454167 We're glad to be able to help you out. “Thank you for your patience! We're glad to be able to help you out Thank you for your patience!
sMs v - .
*We display values of up to 4 variables. over fo see.
Template

24_hours_delayed_response (en) v

Back Cancel )
e i Sty - Fallback message will have same content_It s strongly

recommended to use a message that s less than 140
characters including the variables text.

Route to Skill

ABC v
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Conversational Ads

(@ )

Q Search Facebook & < e ZBank

Invite engagement
with
conversational
advertisin

Unique new Message CTA
draws clicks

Hi

ZBank Bot
Hello, ready to take retirement
planning seriously?

Yes

ZBank Bot

Great! Would you like to set up
a meeting with an advisor or get
more info first?

Get info

ZBank Bot
Sure, let us know your
interest

ZBank Bot

a. Setting a target

b. Social security

c. Debt management
d. Savings options

Streamlined journey drives
conversion
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Walmart Mexico - Superama
Conversational Social Ads & OOH Ads into WhatsApp

e Superama México
e llevamos tu pedido a donde quieras, los 7 dias de la semana.

Escribenos

Escribenos \ Waﬁ;utz;xp;})p?:
Increase in Return on Ad y hezty siper - | e
Spend (ROAS) “ gsbencs N =
s Nebseiato
AVG # of orders per o

person per month
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WhatsApp Policy
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WhatsApp Commerce and Business Policies

7Y

4 ® @ & %

: : Government / Real money Illegal, prescription or Proactive
Debt collection Medical & State-owned gambling services recreational drugs Marketing
healthcare products Frtities*

. . . . . . . *Special Approval Required
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https://www.whatsapp.com/policies/commerce-policy
https://www.whatsapp.com/legal/business-solution-policy

