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Providing fast, secure customer service to
boost satisfaction and customer acquisition

25% 100% 35%

of new product sales customer decrease in call center
attributable to satisfaction scores volume attributable to
WhatsApp with WhatsApp WhatsApp

* The WhatsApp virtual assistant enables Banco LAFISE customers to quickly
access information; which also helped improve call center wait time by 90%

* LAFISE allows customers to open a bank account through WhatsApp, which
helps customers avoid transaction fees with third-party agencies. This resulted
in increased customer satisfaction and an estimated 20% growth in new
customer accounts

Read more at https://developers.facebook.com/success-stories/banco-lafise

*All results are self-reported and not identifiably repeatable. Generally expected individual results will differ
Source: Banco LAFISE WhatsApp Success Story, March 2023

< WhatsApp LAFISE -

Banco LAFISE &

Hola 2:02 p. m.

Hola, bienvenido a Banco LAFISE, digita la
eleccion de tu preferencia

1. Servicios generales (atendido por
oficial)

2. Gestion de remesas 2:02 p. m

2 2:02p.m. v

Ahora puedo ayudarte a consultar si tu
remesa estd lista. Digita

1. Consulta de remesa
2. Volver al menu principal

203p.m

1 2:03p.m. v

Por favor, escribe el nimero de tu remesa
conforme el comprobante de envio

ACR003-161370

204 p.m, 4

Estoy procesando tu solicitud .,

ip.m

iTu remesa ya esta disponible para
retirarla! Si ya tienes una Cuenta de
Ahorro LAFISE podras acreditar tu remesa
directo a la cuenta /

¢Deseas acreditar tu remesa a tu cuenta?
Digita

1.Si
2. No

Virtual assistant allows cus
the status of th
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LIFE GOALS. DONE.

Bajaj Allianz Life transforming customer
relationship journeys in real-time

Explore Options

(o) o Locate Us! O
12% 2.4lac INR 152 Cr 46%

Policy Services O

Of total service Customers interact Renewal premium Of their sales teams use Gl Amames @)

transaction volumes are  with the BOT monthly payments collected the BOT for their daily Retaw Polley 0O
handled by the to fulfill their policy through WhatsApp since activities

WhatsApp Business requirements inception Buy New Policy O

Platform Travel Extension O

Other Query O

* Empowers customers to self-serve and resolve complex queries EanaR ko 0O

* Provides 24*7 customer support

* Enables sales teams to service customers effectively

* Allows seamless workflows within organisation The use of intera

multimedia tools s
vernacular content he
more engag



Banco Bolivariano ;. Qivo

El Banco con Vision

Boosting customer engagement and
support with WhatsApp

70% 98% 46%

of customers use of customer decrease in call center
WhatsApp over other inquiries handled volume with deflection
digital channels via WhatsApp to WhatsApp

» Banco Bolivariano customers have adopted an organic flow of interacting in
WhatsApp, showing interest in additional offers. 56 percent of customers
engaged through WhatsApp expressed interest in additional services vs 23
percent by phone

* Dedicated WhatsApp teams addressed issues up to 27 percent faster than
counterparts over the phone

Read more at https://developers.facebook.com/success-stories/bancobolivariano
Source: Client-approved measurements, WhatsApp Success Story, 2023

15:52

< @ AVI24 BBolivariano
Banco Boliveriano - AVI2S @

Hoy

jHola! ' soy Avi24 tu asesor virtual de

Si alguna de las siguientes opciones
corresponde a tu consulta digita el nGmero
de la opcién®, caso contrario, me puedes
hacer otra pregunta.

Digita el nimero de una de las siguientes
opciones
Saldos y movimientos de cuentas
Saldos y valores a pagar de tarjetas
& Ver mis certificados de depésito
&J Ver mis préstamos
& Bloqueo de tarjeta

Debes validar tu usuario antes de continuar.
Por favor, selecciona tu tipo de identificacién

Haz clic en alguna de ias siguientes
opciones
Pasaporte

AVI24 BBolivariano
Haz ciic en aiguna de I35 siguentes opcio @

Céduta

s o C @9

Chatbot “Avi” offer
customers with
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OPECAB - Informasi Jam Operasional Cabang
WEEKBANK - Informasi Weekend Banking
COVID RANGERS - Informasi Protokol
Kesehatan 15.19

Bank Drives Conversions and Business Growth

Mita infoin yaa 5 ¢

with the WhatsApp Business Platform

banget, kamu bisa langsung klik bmri.id/

applywhatsapp. 15.20
Atau kamu bisa langsung ke cabang loh untuk
3 7 O/ 4 2 O/ 5 6 O/ apply mandiri kartu kredit dengan syarat dasar
usia kamu di atas 21 tahun, membawa fotokopi
o o o KTP, NPWP, dan slip gaji ya. 15.20
of all conversions are via increase in net margin more credit card applicants Pulhan promo untuk kamu setiap harinya
WhatsApp interest income through respond to verification TR et
Wh atSApp nOtIflcatlonS Hai Irrienia Devi, Aplikasi Mandiri Kartu Kredit

Anda sudah kami proses dengan reff ID
C2123456789 IP-123456 hanya perlu satu
langkah mudah untuk proses terakhir. Anda
hanya perlu segera konfirmasi tanggal lahir
sesuai format berikut :
BM<spasi>VER<spasi>dd/mm/yyyy

With more than 1.5 million credit card customers and a variety of services, Bank
Mandiri uses WhatsApp to message customers making credit card purchases above a eforsad ebiianfohfapidlaiesesd Bifpsd]
certain amount to convert the transaction into an installment plan. bl el

BM BER 28/08/1988 5., »

WhatsApp helped to re-engage existing customers and drive conversions and

revenue, while increasing credit card transaction volumes and interest income. Lo sigpnsolmle ol
The bank uses WhatsApp to provide more efficient services for applicants who need to o 0 ©® 0

verify submitted credit card applications.

Read more at Bank Mandiri: WhatsApp Business Platform case study
Source: Client-approved measurements, WhatsApp Success Story, 2022



https://developers.facebook.com/success-stories/bankmandiri
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Providing faster, more reliable services and
information with WhatsApp Business Platform

90% 16% 30%

increase in customer additional increase in cost savings using
satisfaction scores with customer satisfaction with  WhatsApp to send OTPs
WhatsApp list messages

Customers found value in fast, a reliable channel for services and
communication, boosting overall satisfaction to 90 percent.

With List messages, Akulaku ensured greater clarity and consistency across
responses to frequently asked questions about virtual credit cards, payment
plans, car loans, and other topics.

Using WhatsApp, Akulaku shares an average of 300,000 messages per month
with customers, including one-time password (OTP) messages.

Read more at Akulaku: WhatsApp Business Platform case study
Source: Client-approved measurements, WhatsApp Success Story, 2021

akulaku

Welcomé fo join in Akulaku &

P> Akulaku is the leading FinTech
platform of Southeast Asia

What would you like to know about us?

For more information, please visit “ :
https://www.akulaku.com

R, Phone Number: 1500920

#8 "5 nvite a friend to get 50RB : https://
s.akulaku.com/Pe6ap3

KA _For Bahasa version please enter:
Bahasa or Indonesian

= Click to Start


https://developers.facebook.com/success-stories/akulaku
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Improving customer experience for insurance
services with WhatsApp Business Platform

91% 2X 300%

success rate in faster in delivering new growth in customer opt-
understanding customer digital services in rates for customer
requests via virtual care
assistants

- With WhatsApp Business Platform Mutua Madrileha better supports existing
customers and reaches new ones as Spanish consumers embrace a digital
lifestyle, seeing a 13% jump in click through-rates to Mutua’s customer
assistance web page.

- 1,150 conversation topics were covered by the EME virtual assistant enabled
by WhatsApp, deflecting calls from Mutua’s call center

- 23% of digital customer communications within digital conversational
channels now occur via WhatsApp
Read more at Mutua Madrilefia: WhatsApp Business Platform case study

Source: Client-approved measurements, WhatsApp Success Story, 2021.

15:23 9 w! T @)

{3 m Mutua Madrilefia e [} Q

]

;« Hemos dado de
vV altatu parte

Te estoy preparando un resumen de tu

(((((((

taller e identifiquen tu caso concreto.

(i) Esta operacion puede tardar unos
segundos @ en completarse.

8:58

COCHE 0414GKF =
SEAT IBIZA ~

NUMERO DEL PARTE

1234568/2020

TIPO FECHA APERTURA
APARCAMIENTO 07/04/2020

Si aun no lo has hecho, puedes llevar tu
coche a reparar a cualquiera de nuestros
talleres concertados -

Buscar taller

Seguimiento de parte



https://developers.facebook.com/success-stories/mutua

Mukuri infobip

more than money transfers

Supporting customer services and faster money

transfers with WhatsApp Business Platform

42% 1M+ 15%

of Mukuru customers use USD savings to date increase in overall
WhatsApp to initiate with reduced USSD and CSAT scores in self-
money transfers SMS costs service channels

WhatsApp Business Platform helps Mukuru serve financially excluded
communities across Africa with faster, quality connections.

Increased customer satisfaction and the associated impact creates a more
efficient process and service support for customers.

WhatsApp enables a more refined engagement with the contact centre,
reduction in SMSs resulting in massive savings as well as a better service for
customers on a richer, more stable channel.

Read more at Mukuru: WhatsApp Business Platform case study

Source: Client-approved measurements, WhatsApp Success Story, 2021.

I

QWERTYUI O
ASDTFGH] K

4 Z XCVBNM

na Y @ English

o
L

&



https://developers.facebook.com/success-stories/mukuru
https://app.highspot.com/embedded_content/f111ef50cad744394868bc5f61fb0e31b0c71c56?overlay=true
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Boosting high-value commercial leads with
WhatsApp Business Platform

42% 7% 25%

more qualified leads via of all WhatsApp leads more conversations started
WhatsApp (compared to converted to sales in WhatsApp (compared to
other channels) other channels)

e Multinet Up introduced WhatsApp as a new customer communication channel
that could help the company provide customer service as well as earn high-value
leads.

* They worked with customer engagement expert Infobip to launch a campaign of
Facebook ads that click to WhatsApp. When clicked, the ads opened an
automated WhatsApp chat where people could learn more about Multinet Up’s
services.

* 18% of people who started a conversation via WhatsApp opted in to receive
follow up communication from the Multinet sales team

Read more at Multinet Up: WhatsApp Business Platform case study

Source: Client-approved measurements, WhatsApp Success Story, 2021.

12:00

¢ M\ Multinet Kurumsal... @ (g @

Sirketinizde su anda yemek ihtiyacinizi
nasil karsiliyorsunuz?

1- Nakit

2- Yemekhane

3- Yemek Karti

4- Catering

5- Anlagmali Restoran

4
Firmanizin adini 6grenebilir miyiz?
Burak & Friends Co.

Firmanizdaki galigan sayisini 6grenebilir
miyiz?

1- 1-10

2- 10-20

3- 20-50

4-50'den fazla

30
Sizi ararken hitap edebilmemiz igin isim

soyisim bilginizi bizimle paylasir misiniz?

+

all T @m)

12:00 &/

12:00 &/

2:00 7/


https://www.facebook.com/business/success/2-multinet-up
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Using the WhatsApp Business Platform for
secure customer account activation

3X 98% 99%

higher opt-in rate for delivery rate for read rate for WhatsApp
WhatsApp notifications vs ~ WhatsApp messages messages
SMS

» Akulaku saw WhatsApp as a safe, secure and efficient platform for people to
register and activate their accounts.

» With WhatsApp, Akulaku could send people notifications to activate their
accounts and no longer had to rely on the uncertain connectivity of an SMS
network to send messages.

» Akulaku’s WhatsApp-powered digital assistant has been instrumental in helping
customers receive activation messages in a timely manner and providing
customer service.

Read more at Akulaku: WhatsApp Business Platform case study

Source: Client-approved measurements, WhatsApp Success Story, 2021.

e

3 Youlube

3 LANGKAH MUDAH PENGAJUAN LIMIT DI
AKULAKU! - YouTube

www.youtube.com

watch the video: https://
www.youtube.com/watch?
v=BB7wAh1IfRc

Akulaku is a leading consumer financial
platform in Southeast Asia, committed to
providing world-class financial services,
including installiment shopping on a self-
managed online marketplace platform
and various other marketplace platforms
and flexible cash loans. Akulaku aims to
provide partners and consumers with a
broad and strong financial ecosystem to
achieve a higher standard of living.

Thu, 9 Jul

v/ Quick Loan, get sufficient loan
through KTP
== Buy now, pay later, use installment

G ©



https://www.facebook.com/business/success/akulaku
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Providing customer care with the WhatsApp
Business Platform

95%

of customer care
requests are processed
via WhatsApp

15%

increase in the number
of requests processed
by operators

30%

decrease in contact
center costs

* In response to the COVID-19 pandemic, Alfa-Bank needed a way for its customer service
agents to work remotely and address the rapid increase in support requests. The existing
telephone platform did not allow the contact center to keep pace with demand, scale up
quickly or adapt workflows to the new circumstances.

* In April 2020, Alfa-Bank stopped offering telephone support and focused on WhatsApp as its
primary customer support channel. The bank added links to its WhatsApp channel on its
website, bank cards, posters and leaflets, and also added an interactive voice response
menu to its hotline that allowed clients to receive a WhatsApp link via SMS.

* During the first six months of the pandemic, the bank was able to easily support the rapid
growth of the contact center by transferring employees to customer service from branches
that had closed due to the quarantine.

Read more at Alfa-Bank: WhatsApp Business Platform case study

Source: Client-approved measurements, WhatsApp Success Story, 2020.

9:27

< g Anbda-6aHk KasaxctaH @ (g \

Active now

Do6pblit Bevep! ;o py v

[o6pbit Beyep! MeHsi 30BYT
[vHMyxamep, yem Mory Bam

?
NMOMOYb? 6:09 PM

Xouy 0hOpMUTb KpeaUTHYIO

KapTy, KaK caenaTtb

Y Hac ecTb NS Bac OT/IMYHOE
npeanoxeHue - kapta Alfa Black.
Cpok paccpoyku oT 6 fo 24
MecsiLeB. bes npuBAsKK K
napTHEpPcKon ceTu. MNokynka
TOBApOB M YC/Yr B pacCpPoYKy B
nro6ow Touke Mupa.
KpeautHbii numuT go 2 000 000 T
6:14 PM

[ns opopmieHnst KapTbl MPOCTO
nepenguTe rno ccbinke
https://alfabank.kz/alfablack/ n
Ha)xmMuTe 3aKasaTb KapTy.
[ocTaBka 6ecnnatHo!



https://www.facebook.com/business/success/alfa-bank-kazakhstan
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Improving customer experience with the
WhatsApp Business Platform

3X 10%

more opt-ins for
WhatsApp notifications,
compared to opt-ins for
email notifications

TARJETA PLAN

1,800

customers served
through WhatsApp

monthly increase in
customers opting in to
receive WhatsApp
notifications

- Tarjeta Plan Platino implemented WhatsApp Business solution as superior

customer service and its sustainability initiatives are crucial to the company.

- With an official WhatsApp Business profile, Tarjeta built greater trust with its
customers, as conversations often involve exchanging sensitive information.

- Soon, it became its customers’ preferred method of communication and
helped reduce business costs.

Read more case studies on Meta for Developers

Source: Client-approved measurements, WhatsApp Success Story, 2020.

10:32

& s PlanPlatino OFFI...

Resumen de Cuenta
PDF

Hola, somos Tarjeta Plan Platino.

Te enviamos el resumen de -«
cuenta con vto. 08/11 atu

celular!

Si desea, puede solicitarlo
impreso en nuestras oficinas.

Envie por aca sus consultas o STOP

para desuscribirse 10:41

OGGI

Muchas gracias, recibido! ,4, .~

Me podrian pasar el saldo de la
Tarjeta? 10:31

Buen dia, su saldo actual es de 5260
pesos; y un prestamo pre-aprobado
de 6200 pesos.

10:32



https://developers.facebook.com/success-stories/?filters%5B0%5D=business_tools&filters%5B1%5D=cms_developers_whatsapp_business_platform

Giving people the gift of literature with the
WhatsApp Business Platform

SM+ 2M+ SO00K+

messages sent books sent people reached

- Itau used WhatsApp to disseminate books in a digital format to more people
in Brazil as part of its yearly initiative. The campaign ran through ads that click
to WhatsApp, which linked to a WhatsApp conversation.

- The bank sent the books as a PDF attachment through the media message
feature in the WhatsApp Business Platform .

- ltau was able to reach even more people than before who could not easily
access literature.

Read more at |[tau: WhatsApp Business Platform case study

Source: Client-approved measurements, WhatsApp Success Story, 2020.

allVIVO = 14:24 v @ 59% (@ )4

£ @ LeiaParaUmaCrianga ()4
OI 4:18 W
Que bom te ver de volta! &

Vocé pode fazer novamente o
download gréatis em pdf dos
livros: “

< As Bonecas da V6 Maria
< Meu Amigo Robd
< O Cabelo da Menina

Basta responder Sim.

rianca ' (AU

“leiaagora v

« As Bonecas da V6 Maria.pdf

5,8 MB « pdf

+



https://www.facebook.com/business/success/2-itau

O
stone

Reaching new business customers with the
WhatsApp Business Platform

oX >6000

lower cost per conversations in
acquisition with ads that WhatsApp
click to WhatsApp

e Stone wanted to boost sales and differentiate itself from competitors. It needed an
advertising solution that would also make it easy for customers to communicate with the
company at their own convenience.

e Stone used ads that click to WhatsApp to promote Stone’s proprietary credit card
payment system on Facebook. When clicked, the ads took people to a WhatsApp
conversation with Stone, where they could ask questions and learn more about the
product.

» With the WhatsApp Business Platform , Stone reached its customers in a convenient
way, and had one-to-one conversations to help business owners make purchase
decisions.

Read more at Stone: WhatsApp Business Platform case study

Source: Client-approved measurements, WhatsApp Success Story, 2020.

9:41

£ Q. Search Facebook

‘ Stone Pagamentos @
Sponsored - Q

Vocé dono
de um negécio!

WHATSAPP

Solicite sua Maquininha. (O send Message

Propostas personalizadas pelo...

@ B B & =



https://www.facebook.com/business/success/2-stone
https://app.highspot.com/embedded_content/56b8a77168a0d967fc2c4f0583b980dabba669ff?overlay=true
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zendesk

Powering customer service by lowering
agent wait times by 50%

80% 90% 90%

more tickets handled decrease in of customer queries
per agent / week agent wait time solved through
WhatsApp Business
Platform

- Eliminates synchronization and manual inputs, enhancing agent efficiency

- Increases customer engagement through WhatsApp-enabled “chat with us”
button on StashAway website and app

- Builds greater trust and a stronger bond with customers

Read more case studies on Meta for Developers

Source: Client-approved measurements, WhatsApp Success Story, 2019.

< e Stashaway %

1:42

Hi! This is Angie from StashAway. You
have recently opened an account with us
and requested to be contacted via
WhatsApp for your document upload.
Kindly reply with "OK" to continue.

Ok. | will send the documents later. In the
meantime could you share with me how
many ETFs you guys invest in? A list of the
ETFs would be helpful. 1329

We currently invest in 19 ETFs, and you
can view the list of ETFs here:
https://www.stashaway.sqg/r/stshaways-
etf-selection. Just to share, each portfolio
would only be made up of 7-8 ETFs from
the list, and the composition of your
portfolio would be determined by your own
chosen risk index. 3

Hope this helps and do let us know if you
have any other questions as well.

Ok, great thanks!



https://developers.facebook.com/success-stories/?filters%5B0%5D=business_tools&filters%5B1%5D=cms_developers_whatsapp_business_platform
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Dr. Néstor Carlos Kirchner

Creating personal patient
connections with WhatsApp

91% 40% 37%

of patients resolve of inquiries are decrease in call center
questions via resolved with the volume with WhatsApp
WhatsApp chatbot

*  With WhatsApp, Hospital ElI Cruce provides its Intelligent Communication Center with a
channel that helps deliver faster, more personalized patient care, while reducing call
center volumes.

® (Call abandonment rates have dropped from 80% to 30%, and 99% of patients reported
that WhatsApp is easier to use than other channels

Read more at https://developers.facebook.com/success-stories/hospitalelcruce
Source: Client-approved measurements, WhatsApp Success Story

Virtual assistant welcomes

e( HEC

Hospital El Cruce ¥
Buenas tardes. |54,
iHola! £ Bienvenid@ al WhatsApp del
Hospital El Cruce. 15:31

Nuestro horario de atencion es de lunes
aviernes, de 7 a 19:30 hs. 15:31

Por favor, elegi alguna de las siguientes
opciones: 15:31

Soy paciente Otras consultas

HEC

Por favor, elegi alguna de las siguientes
opciones:

Soy paciente 15:32 W/
Me atiendo en: 15:32
Hospital El Cruce

Consultorios AMI

HEC
Me atiendo en:

Hospital El Cruce 5.4,

> o @

Nensaje
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Este chat es con una cuenta de empresa. Pulsa
para mds informacion.

Topnotch lab diagnostics for COVID-19 tests h
supported by WhatsApp Business Platform BenvenidotSomos ATGen, aboratoro

clinico especializado en biologia
molecular ¢”, muchas gracias por

94% 90% $2.5M s

COVID-19 escribe a continuacion tu

of interactions don’t need customer satisfaction rating  estimated savings in documento de identidad, incluyendo
live agent support improvement since customer service with todos los digitos, sin puntos ni guiones.
implementation WhatsApp

Por ejemplo: Si tu documento es
1.234.567-8 debes ingresar 12345678.
) ) ) (No incluyas las palabras CI, DNI, etc,

- ATGen transformed its business model and the company grew 1400% in 2020 s6lo el nimero)

by automating a digital channel to manage all patient service inquiries. : o ;
Si eres extranjero ingresa el nimero de

- With WhatsApp, 20x fewer call center personnel are needed to meet inquiries Sl pasaporte U otre dectimienlo de

- . ] ‘e identidad. Por ejemplo: A123456
and logistics for customer testing needs has been simplified

. . . . e ®P d di
- Using WhatsApp, ATGen installed the first drive thru facility in Uruguay as well ,:55 i:;:r:?:gé:rdl::]::::oesm popd

as mobile clinical laboratories including port terminals and border crossing www.atgen.com.uy
points, making travel easier.

&G © &

Read more at ATGen: WhatsApp Business Platform case study . ,
. Virtual assistant flow pro
Source: Client-approved measurements, WhatsApp Success Story, 2021 COVID-19 t


https://developers.facebook.com/success-stories/atgen

SaludDigna. . =~ ginch

Providing affordable lab services for millions of
patients with WhatsApp Business Platform

89% 712% 5.1M

of interactions don’t need growth in WhatsApp COVID-19 test
live agent support interactions in 2020 appointment confirmations
sent

Visits to Salud Digna’s website grew by 151%, and due to the successful
WhatsApp channel integration, patient interactions with the bot grew to 89%.

By deflecting calls to the virtual assistant, the call center reduced the average
time spent on calls by 50%, enabling live agents to increase the volume of calls
they could handle by 30%.

In 2021 interactions grew 135%, with cumulative interactions reached 35.2
million patients, with 16.2 million served since the pandemic began.

2 million COVID-19 test results securely delivered automatically with WhatsApp.

Read more at Salud Digna: WhatsApp Business Platform case study
Source: Client-approved measurements, WhatsApp Success Story, 2021

115

(—@ Salud Digna A.C. ¥

Estamos confirmando tu cita, en un
momento te compartirnos tu folio para
l que puedas visitarnos el dia y hora que

elegiste. &2

4w El folio de tu cita es el:
3119823.

Enviamos un correo de confirmacién
a tu correo, si no estéa en tu bandeja
de entrada, buscalo en las carpetas de
spam o correo no deseado.

iEscanea este codigo QR en
nuestro Turnémetro cuando vayas
atucita!

Example of QR code to



https://developers.facebook.com/success-stories/salud-digna/
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Improving health insurance customer service
with the WhatsApp Business Platform

3X 1,000+ 91%

faster response time resolution rate for
for customer inquiries customer queries

reduction in agent
handling time to resolve
customer queries

- Cigna uses WhatsApp as a communication tool to interact with people in both
English and Cantonese in post-purchase and customer care stages.

- Powered by artificial intelligence, the Cigna WhatsApp assistant is capable of
handling common customer requests in a matter of seconds.

- The WhatsApp-enabled virtual assistant helped Cigna provide better
customer service to people around the clock and answer more customer
queries faster than ever.

Read more at Cigna: WhatsApp Business Platform case study

Source: Client-approved measurements, WhatsApp Success Story, 2020.

-}

al 1010 & 3:13 PM
< 5  Cigna Assistant O

% Cigna Hong Kong {585k 1RE &
Tip: Doctors on Google Maps with a
“Book" icon are available for online
appointments. Simply click on the
"Book" icon within Google Maps to start
your request.

Here is a list of up to 50 doctors within
the area you shared.

http://bit.ly/2PAJk24

Tip: You can also tell me the specialist
for a more detailed search

Physiotherapist

Can you please share with me your
current location? You can either type in
the district (i.e. cwb) or share with
whatsapp.

For a quick guide on how to share your
location using WhatsApp, please click on
the link below:

Android - http://bit.ly/2VanHaR

iOS - http://bit.ly/2s0BjaZ



https://www.facebook.com/business/success/cigna-hong-kong
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Delivering fast customer service and
increased productivity with WhatsApp

76% 85% 3X

of customer inquiries customer increase in agent
resolved on first satisfaction score productivity attributable
contact in WhatsApp with WhatsApp to WhatsApp

* As atelecom services provider, MTN Ghana realized a 17% increase in net
promoter score attributable to WhatsApp

*  With more customers moving to WhatsApp, MTN Ghana team members can
dedicate time and energy to developing content for the company’s other digital
channels, including information about new products and services

Read more at https://developers.facebook.com/success-stories/mtn-ghana

Source: MTN Ghana WhatsApp Success Story, February 2023
All results are self-reported and not identifiably repeatable. Generally expected individual results will differ

<{ 159 &> MTN GHANA CUSTOMER CARE

Please select your preferred FAQ sub
category

[1] How do | deactivate call barring ?
[2] How do | activate call barring?

[3] What is Call Barring?

[4] How do | deactivate all call divert?
[5] How do | activate Call Divert?

[6] What options do | have with call
divert [ forwarding?

[7] What is Call Divert / Call Forwarding ?
[8] How do | deactivate call waiting
[9] How do | activate call waiting?

[10] I can't receive calls, what do | do?
[11] | can't make calls, what do | do?
[12] Back

[M] Menu  [H] Help [E] Exit

Qoops! Here are some steps to take if
you can't make calls;

1. Restart your phone

2. Check if your SIM card is well placed

in the phone

3. Check your credit balance

4. Check your mobile network Settings or
call settings

5. Top-up with airtime via MoMo if your
last recharge date is over 90 days

+
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Develop versatile, full-service customer
journeys to grow revenue with WhatsApp

168% 92% oX

growth in active of customer inquiries revenue growth with
WhatsApp users  handled entirely via the bot WhatsApp in one year
on WhatsApp
. Indosat Ooredoo Hutchinson responded to 92% of customer inquiries with

WhatsApp, to leverage the flexibility of over 200 use cases to develop
innovative outreach campaigns that drove a significant increase in revenue.

. With a rich ecosystem of over 1500 APIs connecting, the company

saw a 168% increase in active WhatsApp in six months, achieving a
5x revenue growth in one year

Read more at Indosat Ooredoo Hutchinson: WhatsApp Business Platform case study

Source: Client-approved measurements, WhatsApp Success Story, 2022.

Please select menu by typing the number
options below (Example: 1) :

Type 1 Sensasi 50GB/100RB Disc 33%
Type 2 Buy & Gift Packages ﬁ

Type 3 Reload Balance

Type *4 Games, Film & Musik [§
Type 5 Usage & Account Info _
Type 6 Hot Promo & IMPoin 72¢
Type 7 Support & Tanya Indira Q,

2 1643w/

Buy an internet package or an add-on
package, to enjoy your IM3 experience!

you can buy with your Balance, Gopay, OVO
or other payments. Simple and easy.

Type 1 Packages &)
Type 2 International Packages '
Type 3 Gift Packages ﬁ

Type 4 Buy New SIM Prepaid [
Type 5 Pulsa/Kuota SOS @

Type Back to Previous menu
Type Main to Main menu

Message

< -

Main 545

16:43


https://developers.facebook.com/success-stories/indosat-ooredo-hutchinson/

Automating customer service interactions
with WhatsApp Business Platform

97% 92%

of Vodafone customer of contacts through
queries solved on first WhatsApp automated
contact with Al bot TOBI

10%

of call center volumes
shift to messaging after
only six months

- WhatsApp Business Platform helps Vodafone Germany serve customers with
faster, quality connections.

- Increased customer satisfaction fosters greater brand loyalty and less
attrition, saving Vodafone Germany money and facilitating growth.

e Streamlined customer engagement and made its call center more efficient
than traditional approaches to customer support.

Read more at Vodafone Germany: WhatsApp Business Platform case study
Source: Client-approved measurements, WhatsApp Success Story, 2021.

& Q Vodafone

1. November 2018

Vielen Dank fir die Klarung meines
Anliegens. 1647 &

Sehr gern. Falls ich noch etwas fiir
Dich tun kann, lass mich es bitte
wissen. Du kannst uns jederzeit
wieder direkt hier kontaktieren.

HEUTE

Lieber Vodafone Support, wann
kommt mein neues Smartphone bei
mir an? :

Willkommen zuriick und Danke fur
Deine Anfrage. Den aktuellen
Bestell- und Lieferstatus deiner
offenen Auftrage kannst du
jederzeit hier einsehen:

Bestellstatus
Bestell- & Lieferstatus
jederzeit online uberprufer

www.vodafone.de

https://www.vodafone.de/
meinvodafone/bestellstatus. html



https://developers.facebook.com/success-stories/vodafone-group/

Providing fast customer service with a
WhatsApp digital assistant

96% $6M

delivery rate for in cost savings in 2020
WhatsApp messages
(compared to 93% for
email)

89%

read rate for WhatsApp
messages (compared
to 49% for email)

- To provide customers with an efficient digital experience, the telco digitised its
internal processes and created Joice, a WhatsApp-run digital assistant as a
self-support platform for its customers.

- Apart from sending customers key digital documents, Oi’'s WhatsApp-run
assistant also handled queries from potential and existing customers.

e Qi encourage customers to use WhatsApp as a self-help channel, and saw a
89% read rate for WhatsApp messages.

Read more at Oi: WhatsApp Business Platform case study
Source: Client-approved measurements, WhatsApp Success Story, 2021.

< Oow Oa

Oi! Eu sou a Joice, a inteligéncia artificial
da Oi, e tenho um recado pra vocé. &

Greve dos Correios e sua conta nao
chegou? Nao se preocupe, posso te
ajudar. Digite a palavra "conta" e pegue
comigo o codigo de barras e a 2a via.

Aproveite pra ativar a Conta Digital e
receber sua conta exclusivamente pelo
WhatsApp, ndo mais em papel.

10:00

Ok. Aqui esta o cddigo de barras e 0
arquivo da 2a via:

*Oi Mével (11)xxxxx - 9990*
Vencimento: 10/05/2021
Valor: R$ 87,90

Cédigo de barras 10:00

84640000001-0 42290113226-2
77161700395-5 48189700100-6

n ——

G - —c ——

mes BABAOO000010 FCDCTOZ4 WEOTAOS)-) SATOO0004
2 LRI TR

\S



https://www.facebook.com/business/success/2-oi

D + commbox

Serving customers efficiently with the
WhatsApp Business Platform

37% 30%

of phone calls redirected to increase in agent productivity
WhatsApp channel after adding WhatsApp

* Pelephone had always provided customer service over the phone, but it wanted to find
a way to engage with people that both reduced service costs and shortened response
times. To do this, it turned to digital communication channels to deliver a better o
customer experience. 12 3 456 7 8 90

* Pelephone worked with customer support and messaging expert CommBox to launch QWEWI RTYU I OFP
WhatsApp as a new communication channel and add an automated WhatsApp-
powered digital assistant to respond to customer queries.

A S DF GH J K L

* Pelephone’s customer service agents were trained to use WhatsApp, which allows S

them to communicate with multiple customers simultaneously. With more customers , English
choosing to interact with the mobile network provider via WhatsApp, Pelephone
reduced the workload for its call centres and resolved customer queries more quickly.

Read more at Pelephone: WhatsApp Business Platform case study

Source: Client-approved measurements, WhatsApp Success Story, 2020.


https://www.facebook.com/business/success/pelephone

nextel - tgke

Making business processes more efficient with

the WhatsApp Business Platform

1M 75%

WhatsApp opt-ins of customers using
WhatsApp no longer
call a Nextel landline to
resolve a problem

75%

of all customer
queries resolved via

the WhatsApp

virtual assistant

* Nextel wanted to increase the number of paid customers who use WhatsApp to solve
their queries, and also reach prospective consumers via the same channel. The telco
company also wanted to provide excellent customer service by being available to
people at all times.

* Nextel developed a WhatsApp-powered virtual assistant to help resolve customer
queries relating to invoices, payments, account activation, bank charges, mobile
internet, and connect them to human agents when necessary.

* With WhatsApp, Nextel was able to serve millions of people, providing swift query
resolution and payment processing services.

Read more at Nextel Brazil: WhatsApp Business Platform case study

Source: Client-approved measurements, WhatsApp Success Story, 2020.

Qo

& (nexett Nextel Brasil ¥ [ [}

i € 4 W 11:00

.

#& As mensagens e chamadas dessa conversa
estdo protegidas com criptografia de ponta a ponta.
Nextel Brasil pode contratar outra empresa para
armazenar, ler e responder as suas mensagens e

chamadas. Toque para mais informagdes.

o

Ola! qp50

Percebi que o seu nimero do

14 10.50 &

WhatsApp néo estd cadastrado no

nosso sistema. Por enquanto, s6
atendo numeros da Nextel.

10:59

Confirma uma coisa: vocé ja é um
cliente Nextel?

10:59

sim 10:50

Entdo, me passa o nimero do seu

Nextel com DDD, pode ser com hifen,

por exemplo: (DDD)XXXX-XXXX.

10:59

(11)99999-9999 1¢.59 .~

l )



https://www.facebook.com/business/success/nextel-brazil

Delivering a digital customer service
experience with WhatsApp Business Platform

950K+ 71K 32%

customers served calls in the first decrease in cost of tax
through WhatsApp in three months certificate calls in six
first three months (approximately) months

- The Pakistani telecommunications company used WhatsApp Business
Platform to offer its customers a digitized self-help tool.

- With WhatsApp, Jazz Pakistan also shares documents including tax
certificates & bills, not possible through other customer service channels.

- Jazz Pakistan provides customers with an accessible, digital solution that
helps resolve queries, and reduces the volume of customer visits and calls
that service agents must handle.

Read more case studies on Meta for Developers

Source: Client-approved measurements, WhatsApp Success Story, 2020.

2:06

(_@ Jazz whatsApp Number '

Jazz &

Hi 2:06 pm v

Hi Muhammad Salman Khan {

Welcome to Jazz Self Service

To receive the desired information, reply with
the option number

1. Billing Information

2. Monthly Invoice

3. Package Details

4. Pay your Bill

5. International Roaming Info
6. Tax Certificate

7. Latest Promotions

. forBilling Info < reply with 1

Your requested information will be shown
below Q‘ 2:06 pm

1 2:06 pm W/

Dear Muhammad Salman Khan, your latest
billing information is:

« Rill Davie 14

Type a message Y B 0



https://developers.facebook.com/success-stories/?filters%5B0%5D=business_tools&filters%5B1%5D=cms_developers_whatsapp_business_platform

+ ¥ LIVEPERSON

Providing 24/7 customer service with the
WhatsApp Business Platform

1.5M 80% 650K

WhatsApp customers served customers recommend
conversations over 10 via WhatsApp over the WhatsApp customer
months (approx.) 10 months service channel

- If a customer calls customer care, they are prompted to indicate if they wish
to proceed with their query via WhatsApp, making it a preferred service
channel among Orange customers

- Orange’s virtual assistant Djingo facilitates the WhatsApp conversation,
offering quick solutions in response to customers’ queries.

- Orange Spain can provide 24/7 customer service to customers, and more
than 400 agents now support the WhatsApp channel from contact centers all
around Spain.

Read more case studies on Meta for Developers

Source: Client-approved measurements, WhatsApp Success Story, 2020.

<« ‘:) Orange ¥

Hola, quiero hablar con un agente
13:38 W/

Djingo: Agente virtual
He trasladado tu consulta y una
persona te contestara con un

whatsapp lo antes posible. 13:38
Ana

Hola, soy Ana, ;en qué puedo
ayudarte? 13:39

Hola, he comprado un mévil y quiero
saber cudndomeva allegar (549

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 13:41

Ana
¢Necesitas consultar algo mas? ., v

Nada mas, muchas gracias. 154
Orange
Por favor, valorade 0 a 10 tu

satisfaccion con la atencion recibida.
13:41

10 13.41 v

Escribe un mensaje Y @ 0



https://developers.facebook.com/success-stories/?filters%5B0%5D=business_tools&filters%5B1%5D=cms_developers_whatsapp_business_platform

N Nett .+ Knkatto

Reducing customer service costs with the
WhatsApp Business Platform

6.6X 80% 35%

customer service tickets of customer savings in monthly
handled via WhatsApp than  conversations occurred operational costs
voice channels via WhatsApp

- The telco wanted a way to increase the productivity of its agents while also
reducing operational costs.

- With WhatsApp, people can now reach Net1’s customer service reps to ask
questions as well as request to cancel services.

- After working with technology provider Kokatto to launch a WhatsApp-
powered communications channel, Nesaw 6.6X more customer service
tickets handled via WhatsApp than voice channels.

Read more at Net1 Indonesia: WhatsApp Business Platform case study
Source: Client-approved measurements, WhatsApp Success Story, 2020.

11:08 &

1 Netl

" HaloNet1 ¥

MARCH 17, 2020

Halo Net1 3.07 pm v/

Halo TemanNet1, ada yang dapat
kami bantu? 3:07 PM

Hai saya mau tanya terkait product
netl 3:08 PM v/

Net1 memiliki dua kategori
pelanggan, pelanggan paska

bayar adalah pelanggan yang
setiap bulannya dikenakan tagihan
atau tagihan berjalan yang harus
dibayarkan tagihannya sebelum
jatuh tempo, untuk prabayar adalah
pelanggan yang menggunakan
pulsa untuk akses internet, apabila
pelanggan tersebut ingin melakukan
akses internet disarankan pulsa
utamanya mencukupi untuk akses
internet.

Untuk saat ini layanan Net1 Indonesia
memiliki layanan paket internet
pascabayar Net1 Bulanan 30GB
Harga Rp. 299.000 (termasuk pajak)
Kuota 30GB/Bulan Kecepatan Up to 5
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RAJASTHAN

ROYALS

Creating interactive fan experiences that
drive engagement & monetization
opportunities with WhatsApp

90% 4x 60%

of merchandise increase in sales of first-party data
orders attributable to attributable to collected through
WhatsApp in one WhatsApp over 2.5 WhatsApp in 5 months
season months

* Rajasthan Royals achieved a 2x order-to-visit ratio over one season

* WhatsApp multi-product messaging allows the Royals to showcase their
merchandise catalog in app

» Geo-location and calendaring features enable the team to target fans in
different regions and priority markets

Read more at https://developers.facebook.com/success-stories/rajasthan-royals
Source: Client-approved measurements, WhatsApp Success Story

4:54

{3 e Rajasthan Royals @

Today

@ This business works with other companies
to manage this chat. Tap to learn more.

RRJersey .- ou .z

2022 Rajasthan Royals Jersey

Grab your 2022 Rajasthan Royals
jersey and cheer for the team.
Halla Bol! dscom

View items

= 1item
2 2,599.00 (estimated total)
Pt

4:26 PM W/

View Sent Cart

You're just one step away. Pay now to
complete the order

https://fct.ai/JhOolil

Halla Bol!!

+

Multi-product messaging
merchandise i


https://developers.facebook.com/success-stories/rajasthan-royals
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Engaging soccer fans in a personalized way
with WhatsApp Business Platform

96% 78% $50K

of interactions don’t need decrease in response times USD earned through

live agent support compared to traditional fan one advanced
service outlets membership sales
campaign

- Club Atletico Penarol saw a 36% reduction in call center volumes by directing
fans to WhatsApp Business Platform .

- By providing 24/7 responses to everyday questions, fans came away happier,
with faster, more personalized interactions.

- The chatbot has decreased response times by 78 percent, and since
adopting WhatsApp, the club’s customer satisfaction scores increased by 32
percent

Read more at Club Atletico Penarol: WhatsApp Business Platform case study
Source: Client-approved measurements, WhatsApp Success Story, 2021

B il

Penarol
Club Atlético Pefiarol ¥

iBienvenido al Club Atlético Pefarol!
17:55

jHola Rodrigo Cetrangolo! Gracias por
contactarte con nosotros @j .

Para comenzar indicanos
1- Soy socio &)
2- No soy socio

= 17:55

1 1755w

Elegi la opcién que deseas consultar:
1- Actualizd tus datos
2- Socios €%

3- Estadio €&

4- Basquetbol .

5- Noticias &

6- Instalaciones Taf

7- Preguntas frecuentes ?
8- Ayuda —_—

3 1755w

Elegi la opcidn que deseas consultar:
1- Butacas &
2- Volver al menu

Mensaje

Fans have easy options to ng
type of update the


https://developers.facebook.com/success-stories/club-atletico-penarol/

" infobip

Making business processes more efficient with
the WhatsApp Business Platform

97% 3.7X

decrease in response time for increase in engagement for
WhatsApp channel compared WhatsApp messages
to email compared to email

* Anghami had used email to send data, reports and promotion opportunities to
contributing musicians, but wanted to find a more efficient communication method that
could easily measure and track listener engagement for events such as discography
updates, new releases and uploads, new milestones in download numbers and
followers.

* Anghami worked with Infobip to deploy WhatsApp to interact with artists, who could
opt in while registering their Anghami accounts. Anghami used WhatsApp to send
artists notifications about significant events (like the release of their new songs) as well
as updates about their achievements (like streaming data and new followers gained).
Artists could also use WhatsApp to alert Anghami about any issues they encountered
when uploading music to the platform.

Read more at Anghami: WhatsApp Business Platform case study

Source: Client-approved measurements, WhatsApp Success Story, 2020.

Happy new year, from the Anghami
family & 7%

Your 2019 stats are ready! If you
want to find out how your songs did
this year, send Share2019 now

Want your stats in a different
language? Send Partage2019 for
French or 20194,La for Arabic.

s 22 . -'j o.ngho,“ ———
& Nancy
“ § Ajram 8

2N

Albi Biyes'al Einy 2019 ...

14M 52.5M 2.1M



https://www.facebook.com/business/success/anghami

@ ATLETICO=MADRID

Winning over a growing football fan base
with WhatsApp Business Platform

36% 35% 46,000

of traffic from customer customer interactions messages sent in
conversations redirected handled outside of response to fan queries
to sales platform business hours within first two months

- Atletico de Madrid introduced a WhatsApp run-virtual assistant that serves as
a multilingual information hub about memberships, players, matches &
tickets.

- Because of the virtual assistant, Atlético de Madrid has been able to respond
to thousands of messages outside of regular business hours on WhatsApp.

- With the WhatsApp-powered virtual assistant, the football club is able to
quickly reach thousands of customers.

Read more at Atlético de Madrid: WhatsApp Business Platform case study

Source: Client-approved measurements, WhatsApp Success Story, 2020.

<

_|_

@ Atlético de Madrid

(Ja

S

3,2,1..Go! &,

Let me know what item from the list

you're interested in (for instance,
type 1" to know more about
“Tickets and calendar"”).

1. Tickets and calendar 8

2. VIP and events at the Wanda
Metropolitano 2,

3. Parking 3

4. Store fji

5. Unigue experiences &%

6. Tour and Wanda Metropolitano
@

7. Become a club member

8. Club members' area X

9. Teams &

10. Still haven't watched our latest
clip? Don't miss out! §§

-
~J v'“f k:;:l/ 4
CHRISTMAS SPECIAL: Pick your
gifts on
www.navidadesroiiblancas.com

G ©
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Providing fast, secure financing and
payment solutions within WhatsApp

75% 90% 70%

of cash withdrawals of customers now of WhatsApp
via automated make payments transactions occur
processes through through WhatsApp without a live agent
WhatsApp channel

» Costa Rican retailer Grupo Monge builds a unique and powerful automated
channel over WhatsApp that allows more customers to apply for lines of credit,
cash withdrawals, and make payments through WhatsApp from wherever they
are

« Since adding automated processes, Monge has seen 300% growth in users
on the WhatsApp channel

Read more at https://developers.facebook.com/success-stories/grupo-monge

*All results are self-reported and not identifiably repeatable. Generally expected individual results will differ.
Source: Client-approved measurements, Grupo Monge WhatsApp Success Story, May 2023

Monge’s payment integra
make secure monthly pa

1 1090w

{Excelente! ¢s Ahora escribi el nimero
de la opcion que deseds pagar: H@E

1 Cuota Mensual Pactada

2 Liquidacion de Deuda : CRC 10314.35
3 Otro Monto

Si deseds pagar o consultar otro crédito,

escribi Regresar para volver a la lista de
todos los créditos. 1020

2 1020 &

Ahora, elegi tu método de pago.

() Débito de cuenta bancaria. T§f

& Pago con tarjeta de crédito o débito.

—
- 10:20

1 10:20 &

Para finalizar, confirma la informacion de
tu pago:

" Crédito: ARTICULO GENERICO

MONGEPAY; (#10045661) X
X
I

® Mensaje

< @)
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aproduct by @ | *’haptlk

HairOriginals saw a reduction to their lead
cost by 52%

92% 66%

Reduction in lead cost with Increase in conversion
CTWA compared to other rate vis-a-vis regular lead
ad types campaigns

e Drives awareness and instant conversations with customers
* Builds engagement with personalised content
e Enables seamless discovery of product portfolio

* Automates responses to multiple customer queries

Read more at https://brandequity.economictimes.indiatimes.com/lets-talk-growth
Source: Client-approved measurements, WhatsApp Success Story

HairOriginals ew Hair Originals ¥
Sponsored (demo) - This ad has been

shared with you. Our products are designed to effortlessly
add length, vol and thick to your
hair in JUST 10 SECONDS! £

Book a Live Demo Video Call On WhatsApp and get
ready to charm everyone with new & beautiful hair
every day. Add length, volume, or get full... See more

Plus, more than 3599 women 3 have
trusted us with their hair concerns

Get Extra Volume in just

10 SECONDS

So you've come to the right place

Confirm your demo call request % and get
ready to see the new YOU

6:35 pm

Confirm Demo Call

Hair Originals €&
Thanks for your interest shrutidhakan %

Our products are designed to effortlessly ad...
Confirm Demo Call 6:35 pm

Thanks for confirming shrutidhakan <~

Our Hair Styling Expert § will connect

with you over a WhatsApp Video Call
shortly

WhatsApp
Contact HairOriginals © WhatsApp
hairoriginals.com

And give you a detailed tour of our Hair
Product Collection ¥%

O
[b Like

See you soon {J

C) Comment d) Share

® Message

Peanle You Mav Know

Engaging and ed
auto-replies on
drasticall


https://brandequity.economictimes.indiatimes.com/lets-talk-growth

SlRQNA + tverloop < @ Sirona Hygiene &

What are you looking for :
10:51 AM

Track my Periods

Sirona's period tracker on WhatsApp
BUSineSS Platform driveS Customer Customer Support
acquisition and engagement for the brand

What are you looking for :

Shop On Whatsapp .., .

5 ] 7 I a k h 6 1 o/o Hi, Sirona is a one-stop store for

all your feminine Q hygiene,

Users acquired organically Average retention rate sanitary products, menstrual §
over 10 months month on month products and intimate products
online.

You can now shop right here on

) . . ) Whatsapp.
* Enabling female customers to track their periods via WhatsApp
. C Browse ‘4 by : _
* Increasing stickiness to the brand X by 10:52 AM ©
.. . \ Quick Period Care §
* Acquiring organic customers \

Driving engagement with personalised content

Sharing personaliz
aligns with consumé

Read more at https://meta.highspot.com/items/64762023d51a07d893950d7d way to engage a

Note: This link can be accessed only by Meta partner and internal employees

Caiirce: Client-annraoved meaciiremente WhateAnn Qiiccace QLtary


https://meta.highspot.com/items/64762023d51a07d893950d7d

M E

multicenter

aldeamo

Delivering personalized experiences to
engage customers and increase sales

85% 25% 3X

average customer WhatsApp sales
satisfaction score conversions compared
with WhatsApp to call center

of ecommerce
sales attributable
to WhatsApp

« Each Multicenter agent can manage upwards of six WhatsApp conversations
at once, which helped decrease average response time from five minutes to
one minute

* Multicenter now uses WhatsApp to target customers based on purchase
history, with customers seeing related recommended items along with a link to
chat with an agent

Read more at https://developers.facebook.com/success-stories/multicenter

*All results are self-reported and not identifiably repeatable. Generally expected individual results will differ
Source: Multicenter WhatsApp Success Story, February 2023

14:46 il 36 B3

£ M Multicenter Srl.

Buenos dias!

Necesito ver las opciones de

lavadora con las que cuenta!
13:46 W/

iGracias por contactarse
con Multicenter!

Buenas tardes

Alejandra lo saluda

Le brindamos nuestro
catalogo

https://
www.multicenter.com.bo/

lavadora?
g=lavadora&map=ft digital
13:47

Multicenter’s live agents
personalized sho



tSegqri’ + (@) infobip

Accelerating service delivery to increase
revenue and brand loyalty with WhatsApp

90% 12X 99.5%

customer increase in revenue of customer inquiries
engagement rate on attributable to answered within 5
WhatsApp WhatsApp in first minutes

: ear : :
* The online grocery company manages customer support entirely via
WhatsApp - they do not use email
* Average customer response time is one minute. During peak periods, agents
manage as many as 20 WhatsApp conversations at one time

* Quickly grew WhatsApp use to include dedicated numbers for marketing,
recruiting, and a brand ambassador program called Mitra Segari

Read more at https://developers.facebook.com/success-stories/seqgari

*All results are self-reported and not identifiably repeatable. Generally expected individual results will differ
Source: Segari WhatsApp Success Story, February 2023

9:57 AM | 0.0KB/s ©

(—@ Segari ¥

Hi, Rachail
We would like to inform you, the
Kiwi fruit that you ordered today
on order ID 9186231888 is out of
stock.

We apologize for the
inconvenience. Don't worry, you
can request a Rp 32.000 refund
easily & quickly.

Click the link below to Submit a
Refund at Segari.

The link is only valid for 2 days,

if you don't choose the refund
method via the following link

for more than 2 days then it will
automatically be returned in the
form of Segari Poins. 9:39 AM

(2 Submit a Refund

Hi Segari, Thanks for the information.
OK I'll be waiting for the package

9:54 AM V/

Message ¥» B o
L |

L @

Out of stock alerts allow
refund with



Need - charles -

Heute

@ Dieses Unternehmen arbeitet mit anderen
Unternehmen zusammen, um diesen Chat zu
verwalten. Tippe, um mehr zu erfahren.

Creating engaging customer experiences
that increase brand loyalty with WhatsApp

Was darf es sein: iPhone oder
Thermomix?

Hey Peter, wir starten heute wieder
ein Gewinnspiel flr unsere WhatsApp

Family! B3

Zwei von euch koénnen entweder ein
neues iPhone 14 oder einen

o o Thermomix gewinnen. &

5 8 6 /o 2 | 5 x 5 /o Das Gewinnspiel endet am Dienstag,
den 22.11., die beiden Gewinner
werden am 23.11. per von

return on campaign higher open rate - 5% of SNOCKS online unsWhatsApp kontaktiert.
spend in 6 months WhatsApp vs store revenue Eintach et Whatsipp tehehmend
email attributable to %
WhatsApp Teilnehmen

SNOCKS

Was darf es sein: iPhone oder Thermomix?

* Customers opting in through WhatsApp had a 10% higher lifetime value
Ve rsus Other Chan nels Hey Peter, wir starten heute wieder ein Gewi...

Teilnehmen 15:31 &

* WhatsApp allows SNOCKSs to rapidly engage customers and target customer

segments, which helps the online retailer optimize advertising spend + ® 0

Read more at https://developers.facebook.com/success-stories/snocks Time-sensitive offers dro
Source: Client-approved measurements, WhatsApp Success Story increased
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EEIrO| - charles

E T | c s

Boosting service, revenue with high-
touch, personalized beauty consulting
through WhatsApp

30% 300% 80%

of online revenue increase in Open rate in
attributable to sales WhatsApp as vs email
WhatsApp in first conversions vs
seven months SMS

* With WhatsApp, Baro Cosmetics saw a 10-11x increase in purchases and
a 700% increase in sales conversions as compared to email

» Bard Cosmetics created a versatile communications channel that builds its
subscriber base while increasing message read rates, purchase orders,
and sales conversions

Read more at https://developers.facebook.com/success-stories/baro

Source: Client-approved measurements, Bard Cosmetics WhatsApp Success Story.

16:04
<1 ‘ Bard Cosmetics &

Baro Cosmetics

Cosmetics!

FESTEGGIO CON BARO'

FRANCESCO...il nome & come una

seconda pelle, qualcosa di definitivo che
conquistiamo alla nascita, ma che non

scegliamo e ci viene dato da altre
persone.

Quello che noi possiamo scegliere & come

prendeci cura di noi stessi...

A proposito di pelle & & noi di Baro

abbiamo una certa esperienza & é

Ed in questo giorno cosi speciale ti

abbiamo riversato 2 SORPRESE a scelta:

@ kit Haircare composto da Shampoo,

Balsamo e Maschera

@ Kit Purify composto da Latte
detergente, Gel micellare e Tonico.

GRATIS per te scegliendo 3 prodotti a soli

49 €

Anche io stento a crederci €2 ¢ €2 un

totale di 6 prodotti a SOLI 49 €.

Scrivici per ulteriori info

+

Personalized notifica

@« Festeggia il tuo Onomastico con Baro

Per Noi ogni giorno & speciale...proprio c...
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@D - gvs

Provide effective customer service while
iIncreasing engagement with WhatsApp

67% 98% 70%

read rates for increase in marketing
opted-in database as customers
customers with opt-in to WhatsApp
WhatsApp

of customer care
inquiries are resolved
through WhatsApp

e Merco Supermercado sees 40% improvement in employee productivity
attributable to WhatsApp

* While optimizing with faster customer service, Merco increases
engagement with its digital marketing to help boost brand loyalty among
shoppers with WhatsApp

Read more at https://developers.facebook.com/success-stories/merco/

Source: Business-approved measurements, WhatsApp Success Story.

AP
Merco
-

jHola!

Soy el Asistente Virtual ws de
Merco Supermercado y te ayudaré
a resolver dudas acerca de
nuestros productos y servicios. =

Consulta nuestro Aviso de
Privacidad: https://merco.mx/
aviso-de-privacidad

¢Como te podemos ayudar?

Selecciona la opcién deseada
desde el menu.

Selecciona la opcidn deseada

‘= Menu

Merco

¢Como te podemos ayudar?
Selecciona la opcion deseada desde el
menu.

¢En dénde estamos?
Haz click en: https://
www.merco.mx/#sucursales

V4

Por favor, ingresa tu Cddigo Postal
para buscar el Merco mas cerca de

ot C © 9

Virtual Assistant prompts
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O6THSTREET.COM netOOI'e

Increased sales and customer satisfaction with
personalized messages on WhatsApp

20X 6Xx 2X

improvement in jump in customer ratings click-through rate with
customer and reviews WhatsApp
satisfaction

. By creating personalized marketing message campaigns on WhatsApp,
6thStreet achieved a 20x ROl compared to SMS over 30 days.

. By engaging with customers using personalized conversations supported by
artificial intelligence, 6thStreet doubled its click-through rate, increased its
customer ratings and reviews sixfold, and saw 20x higher overall customer
satisfaction with WhatsApp.

Read more at 6thStreet: WhatsApp Business Platform case study

Source: Client-approved measurements, WhatsApp Success Story, 2022.

12:04

¢ f) 6TH STREET ¥

Hi there, Ramadan Kareem!

SR\,
N
N\

Did you hear?

This month, we've got Night
Deals up to 60% off every day
from 9PM to 3AM ...

...and just for you, get EXTRA
25% off with CODE: WA25.

Also, get "7/9;0 day NO
Questions Asked" returns on
all brands like Dune London,
Nike, Skechers, Beverly Hills
Polo Club, Tommy Hilfiger,
Crocs & more!

Faster Delivery + Super Return
Policy + Night Deals + EXTRA
Discount = An offer you can't

refuse! 5:38 PM

(2 Explore Now

Message

-2 @
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interakt all Jio & 10:34 AM
< UTSAV - Gota Embroidered Kurtas : eee

4@?% +

Personalize communication and drive sales
through WhatsApp Business Platform

20% 75% 80%

= "EA

higher average  greater customer  support cost reduction in customer Utsav Mustard Kurta Set with Dupatta
customer spend for efficiency support with WhatsApp (Set of 3) — With Dupatta / Mustard
orders originating SR
MaterialKurta - ChanderiPalazzo -
from WhatSApp ChanderiDupatta - Kota Doria ColorKurta -

MustardPalazzo - MustardDupatta -... See More

. When Purple Panchi added customer service workflows and product catalog o :
Lo . L. ttps://www.purplepanchi.com/products/utsav-
features to initiate sales on WhatsApp Business Platform, it increased product iperar et o
B g agps varl -
visibility and reduced customer support costs by 80 percent.

. With the addition of a shopping experience inside WhatsApp and automating AESERETE S
most customer notifications, average order values increased by 20 percent
while customer service costs and efficiency improved by 75 percent or more. & Add to Cart

Read more at Purple Panchi: WhatsApp Business Platform case study

Source: Client-approved measurements, WhatsApp Success Story, 2022.


https://developers.facebook.com/success-stories/purple-panchi

interakt em

4 m The State Plate &

I placing a new order. We offer free shippi...

Faster customer support and better brand entoonmos,
V|S|b|l|ty W|th WhatSApp BUS|neSS Platform Do you want to know about any of

the following? -

85% 80% 90% e

11:10 AM

of queries resolved improvement of abandoned decrease in response time, Wgteoption
with the WhatsApp cart recovery rate over from hours to minutes
h tb t | The State Plate
chatbo emal Do you want to know about any of the
following? -
. The State Plate added a streamlined customer support channel with Where do we deliver? .. .. .
WhatsApp and saw a 50% reduction in live agent support, and 4 times better :
response rate in WhatsApp notifications over email. Weidellver suarmijEre and

anywhere in India 3

. . . . However, we do not accept
. The customer experience was immensely improved, resolving customer Fitsiriational orderesEef Now

queries much faster by deflecting 40 percent of calls to WhatsApp and 11:10 AM
automating customer service responses.
= G © 3

. Average customer support response times fell by half, and 90 percent of
inquiries were resolved in minutes rather than hours.

Read more at The State Plate: WhatsApp Business Platform case study Customer view

Source: Client-approved measurements, WhatsApp Success Story, 2022.
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ANWKER + Sanuker -

Audio technology seller drives high sales oL

conversions at scale with WhatsApp o -

3.15 HARI BELA}\IJA KONSUMEN gt
Earphone Bluetooth Soundcore by
Anker R100, sekarang cuma Rp 299.000

6 3 % + 2 7 % 6 . 6 5 % zj:s:zrs‘i!f hanya hari ini di Shopee! ... .,

(2 BUY NOW!

message open rates add-to-cart rate attributable sales conversions with

in WhatsApp to WhatsApp WhatsApp in one week o
9-**
9-‘-‘“
. When Anker Indonesia introduced a week-long campaign using WhatsApp as 3.15 HARI BELANJA KONSUMEN i
H : Earphone Bluetooth Soundcore by
a messaging channel to promote spemal offers for headphones, the team saw A 100, SR i RET2001000
high open rates and sales conversions. aja loh!
Ekslusif hanya hari ini di Shopee!
. Kode Voucher : ANKERSk
. With WhatsApp, Anker was able to send 300 messages per second to Tambahan Voucher minimal pembelian
. . . . . Rp 200.000 potongan Rp 5.000 .., 5, ©)
message opted-in customers at scale and drive high sales conversions during
a special promotion campaign. o
o C ® 9

Read more at Anker Indonesia: WhatsApp Business Platform case study

Source: Client-approved measurements, WhatsApp Success Story, 2022. Customer view of disc
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TATA

cLiQ @gupshup

Engaging more consumers with customized
messages and offers with WhatsApp

$500K 10x ROl 57%

in sales in one month increase over email, in- click-through rate with
attributed to app push notifications, WhatsApp
WhatsApp and SMS messages

- With custom-fit notifications for shoppers, customers are 1.7x more likely to
purchase when using WhatsApp.

- WhatsApp personalized custom messages for opted-in customers featured
product recommendations based on a one-month browsing history,
abandoned cart follow-up, price drop alerts for wish-listed products, and
welcome coupons for new users.

Read more at Tata Clig: WhatsApp Business Platform case study

Source: Client-approved measurements, WhatsApp Success Story, 2022.

& clia Tata CLIQ ¥ :

» TERRIFIQ
¥BLACK FRIDAY

) DEALS AT CLiQ
-3 L2 % 4% 40 im tnimens & acmimes ]
74
)

Save In Styleee®®

Bag up to 80% off + Free
shipping on our fashion
must-haves at the Black
Friday Sale

Check out our biggest
deals now https://m.gs.im/n
Ig09kZtbcsw

5:26 PM
Top Offers

Today

Tata CLIQ
B Save In Stylece®®

Bag up to 80% off + Free shippin..
T°p Offers 933 PM /'

® Message AN O o
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N KiKUU +

© O Online Shopping Mall

g Sanuker

Increase online sales with WhatsApp Business
Platform

99.6%

increase in sales
conversions

70%

higher open rate with
WhatsApp compared to
other channels

35%

increase in unique
customers via WhatsApp

. By adopting WhatsApp Business Platform, KiKUU increased sales and their
message open rate and extended WhatsApp usage from customer services to
sales and promotions at scale.

. KiKUU additionally saw a 45.4% increase in Gross Merchandise

Value, a 53.7% increase in daily active users with WhatsApp, and a
35% increase in unique customers via WhatsApp

Read more at KiIKUU: WhatsApp Business Platform case study

Source: Client-approved measurements, WhatsApp Success Story, 2022.

12:00

4 E Kikuu &

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

This chat is with a business account. Tap to learn

more.

— Deliver within 6 days — 09/03/2022

Factory Price
In Accra

[/ ! F
-_& a4 A’i o
& Hello, how are you?
& Long time no see!
Greetings from KiKUU Online shopping mall. b

We have prepared a specialized list for our dear
friend in a real good price. Hope you will like it.
%3 Reply Y to see our products £:
http://d.kikuu.com/tPHEW

KiKUU is an online shopping mall.

<~ Whatdowesell? X, g n, @ & &
We sell from clothes, shoes, bags to phones,
electronics, beauty, home & kids' products.
<~ What can we offer? ¢}

) Products in Accra delivery within 6 days
All free shipping

) Massive discounts refresh everyday

a Secured payment you can trust

& Use search to easily find what you need
Updating new arrivals every week

If you have any questions, feel free to contact our
customer service team.

Customer service whatsapp: +255677051602

6:01 pm

(2 Click to see more

O &

all T -
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Betterware  + ) Auronix

Hogar en armonia

Meeting unprecedented growth through fast,
effective communication with WhatsApp

6x 93% 95%

ROI over traditional of distributor inquiries satisfaction rating for
call center handled through WhatsApp WhatsApp among
distributors

. Betterware Mexico responded to 93% of distributor inquiries via a chatbot
powered by WhatsApp Business Platform. Using WhatsApp helped the
company handle incredible growth within a year, with six times the ROI of
other previous sales strategies.

. The company achieved a 95% satisfaction rating by giving
distributors the ability to manage their operations 24/7 from the
comfort of their home.

Read more at Betterware Mexico: WhatsApp Business Platform case study

Source: Client-approved measurements, WhatsApp Success Story, 2022.

9:419 1S -

< 8 Betterware
Betterware México &
Escribe el nimero de la opcién
deseada

1. Descargar mi catalogo digital
2. Promociones vigentes

3. Videos de productos

4. Memes

5. Betterware conmigo

6. Instructivos

7. Reglas Comerciales

8. Volver al menu principal

18:33

2 18330

) DISTRIBUIDOR Bétterware

EN CATALOGO ABRIL
iINCREMENTA TUS VENTAS REACTIVANDO
A TUS ASOCIADOS Y/O DIST

i e e s 100%

ﬁm

uwhnm!nﬂbcmumamh

Betty Bot prompts a m
distribu
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modanisa n hrhﬂq ﬂdd

mindbehind

Quick, convenient customer experiences in fine
style with WhatsApp Business Platform

70% 36% 95%

of customer inquiries cost savings in of customers using the
resolved without needing  operating call centers chatbot place their first
to go to live support orders through
WhatsApp

Integrated more than 10 web services into WhatsApp to provide a fast, cost-
effective way to answer customer questions in a single interaction

Saw 56% of customer contacts through WhatsApp, shifting from call center to
conversational channel.

Improves customer experiences, with 55% of customers placing their first
orders through WhatsApp and 10% of customers engaging in the WhatsApp
sales channel buying at least one item.

Read more at Modanisa: WhatsApp Business Platform case study

Source: Client-approved measurements, WhatsApp Success Story, 2022.

1| vodafone TR & 15:43 @ @ %77 @m)

< s Modanisa &

Where is my cargo? 5.4,

| am checking your active orders in
your account. g 15:42

Can you select the order you want
to know the shipping status of?

*Cep Detayli Triko Hirka -
inci Bevazi - Casual* |

o} Q) ©® 9
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®Dekoruma + damcorp.

Sophisticated lead verification and reliable
communication with WhatsApp

100% 10x

message delivery rate increase in message
with WhatsApp delivery with WhatsApp
compared to email

60%

reduction in customers
using the call center

- Integrated WhatsApp Business Platform helps drive easier, more effective customer
experiences so Dekoruma can focus resources on customers ready to redesign their
homes.

- With a Click-to-WhatsApp feature, Dekoruma quickly captures customer information
and sends automated requests for photos to interior design clients.

- With the new conversational API, the company improves quality of interactions and
has seen a 3x increase in customer response rates through WhatsApp versus email.

Read more at Dekoruma: WhatsApp Business Platform case study
Source: Client-approved measurements, WhatsApp Success Story, 2022

11.08

{ 53 2. Dekoruma.com &

Tiket No. 8190423

Selanjutnya mohon upload foto disini:
1. Keadaan rumah Anda saat ini

2. Layout dengan ukuran ruangan
yang akan di desain

Setelah Anda mengupload foto, CS
kami akan menelpon Anda untuk
menjadwalkan meeting Anda dengan
Interior Designer & Sales kami
via nomor + .. . . | pada:
Senin - Jumat pukul 09:00 s/d
15:00 WIB

Virtual assistant prompts
photo for a de
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10.00 7 all T @

\vf Eﬁ)ﬁﬁgl\gqm + Q q I SC u S {2 v Paragon Technology & Innovation &

untuk awal pakai sebaiknya pilih produk
yg mana mba? 09.49 &/

Creating faster sales cycles and more effective = s
campaigns with WhatsApp Business Platform i s pr i

Hydra Rose Petal Infused Toner, Wardah
Hydra Rose Dewy Aqua Day Gel dan

6 0 O O/o 9 8 ) 9 % 1 0 x éV:Ird)ah Hydra Rose Moisture Rich N:E:Z

Saya Kirimkan gambar produknya ya

increase in interactions in  customer satisfaction rating, more inquiries handled Ka. )
one year through with 100% resolution within through WhatsApp
WhatsApp 48 hours

09.55

Integrated WhatsApp Business Platform with its call center services to provide online
expert beauty consultations to shoppers needing support.

Increases PTI’s market reach and provides high-quality skincare consultation services,
boosting customer satisfaction and increasing sales.

“Beauty Experts” trained to close sales directly on WhatsApp via forms filled out by
customers, minimizing drop-off that is common when shoppers have to go to external -
websites.

Customer conversation
Read more at PTIl: WhatsApp Business Platform case study purchase
Source: Client-approved measurements, WhatsApp Success Story, 2022



https://developers.facebook.com/success-stories/pti/

B . Poaoo

C arrefour 1l Orange F Appels Wifi & 14:47
<1 B carrefour 5y
Delivering digital promotions for grocery RS Ml el
shoppers with WhatsApp Business Platform o ® ,
‘V 3 750/ U S
45 (o] (o e /@ Garsepar
of WhatsApp users minutes spent on of customers using the ‘ * L7 sostodrs
engage with the digital average on digital Carrefour app also use - ’l”‘“
catalog catalogs WhatsApp raiteurs ...
b-.(.v\.: -
- Ease of use: with over 100,000 employees across more than 5,200 retail @ Wt lslecaaats
locations, 75% of customers using the Carrefour app understand the Et voi'j' ! Retrozvez - produits
technology as they already also use WhatsApp ot e
- Offset production costs of printed promotional catalogs by providing Sivbus souhaltez chanaende
alternative digital personalized promotions to customers by region magasin et taper un nouveau code
& @ ©

- Learning shopper behavior: customers engage with the digital catalog an
average of 3 minutes, improving upon the print catalog that lacked customer
insight

Read more at Carrefour: WhatsApp Business Platform case study

Source: Client-approved measurements, WhatsApp Success Story, 2021.
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BOSCH -

Setting up smart buildings with a WhatsApp-
powered digital assistant

90% 3X 2X

user retention rate on increase in speed at increase in the no. of
WhatsApp before people which issues in the building issues reported
began working remotely building were reported via WhatsApp (compared
to other channels)

Bosch worked with UIB to develop the WhatsApp-powered digital assistant, which
allows on-site employees, facility operators & visitors to have real-time
“conversations”.

Using Bosch Assist, people can quickly report issues, receive important
announcements & greetings from building management, check availability in the
gym and parking lots, and details about the daily canteen menu.

People could opt in for Bosch Assist via WhatsApp, Messenger, and links & QR
codes that open up an automated WhatsApp chat with Bosch Assist.

Read more at Bosch ASEAN: WhatsApp Business Platform case study

Source: Client-approved measurements, WhatsApp Success Story, 2021.

3:099

@ Bosch Assist &
Toqay

8 Messages to this chat and calls are now
secured with end-to-end encryption. Bosch
Assist may use another company to store,
read, and respond to your messages and
calls. Tap to learn more.

This chat is with the official business
account of “Bosch Assist”. Tap to learn
more.

What's for lunch? . .,
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BW“ E NTES

Assisting customers with a WhatsApp-run
digital assistant

2.3X 96%

increase in agent decrease in time taken
productivity to resolve tickets

* PcComponentes built a digital assistant to handle frequently asked customer
questions and then integrated it with WhatsApp. The responses to questions
were designed to be shorter and simpler than email replies and the assistant
was entirely automated.

* To opt in for WhatsApp services, people could click on the icon located on the

brand’s product pages when browsing the website from a mobile device.

e With its WhatsApp-powered digital assistant, PcComponentes could offer

customers a unique, personalised shopping experience and easily provide them

with important information related to products and purchases

Read more at PcComponentes: WhatsApp Business Platform case study

Source: Client-approved measurements, WhatsApp Success Story, 2021.

Soporte PcComponentes
v

detalle el motivo de la consulta para
proporcionarte un mejor soporte.

1) Salir del chat

Quiero conocer el estado de mi
pedido

iGracias por contactar con
PcComponentes! Mi nombre es
\VETGER

Vamos a verlo! ;Puedes indicarme el
numero de pedido o de caso si eres
tan amable?

Claro!
lo esperaba para hoy.

Genial! Voy a revisarlo

Por lo que veo tu pedido se encuentra
en reparto, estd en manos de GLS y la
prevision es que lo recibas hoy @ .

¢ Te puedo ayudar en alguna otra
consulta?

Muchas gracias, quedo a la espera
entonces. Saludos!
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Clare.Al utl Ufone & 10:18 AM ® 36% @ )

< Zellbury Whtsapp g
Zellbury £

Serving customers better and faster with the

@ Messages to this chat and calls are now

| ]
W h t A B P I tf m secured with end-to-end encryption. Zellbury
a S p p u S I n e SS a O r Whtsapp may use another company to store,
read, and respond to your messages and calls.
Tap to learn more.

1 5% 67% 75 o/o 780/0 Tt rzalbuy Tant oo e,

increase in call increase in customer increase in agent of customer il [EEB O EM IR i/
deflection rates after satisfaction after productivity after conversations occurred Hi Hira Khalil,
introducing WhatsApp  introducing WhatsApp  introducing WhatsApp on WhatsApp

Thank you for reaching out to us.

If you want us to place on order on your
behalf please share the following details.

* Zellbury tried several chat solutions, but none allowed the brand to retain customer

. . . . . . Page Link / Product Image
interaction history after the sessions ended. The retailer wanted to have an open line of ’ °

communication with its customers, most of whom are women between the ages of 25 and 45 I':'Aafgf
and who are accustomed to using smartphones and messaging applications. Cify .

Delivery Address -
* The retailer worked with Clare.Al's WATI, a software-as-a-service platform that enables
Once you provide these details, our agent

customer service agents to respond to inquiries via WhatsApp without requiring any coding will get in touch with you, Thanks
experience or additional training.

_|_ (

e Customers could use WhatsApp services to resolve queries regarding orders, refunds and
cancellations; to lodge complaints; to check for product availability; and to obtain price and
store location information. With WhatsApp and Clare.Al, Zellbury provided round-the-clock

customer service.
Read more at Zellbury: WhatsApp Business Platform case study

Source: Client-approved measurements, WhatsApp Success Story, 2020.
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SEARS - (-)yalo

Unifying customer communication with the < mm searse o S
Wh atSAp p B u Si n eSS P I atfo rm iHolal Soy Sara, tu asistente virtual

de Sears y estoy aqui para ayudarte @
10:39 AM

Los datos personales que nos

o proporciones seran tratados por Sears
Operadora México S.A. de C.V. Conoce
o nuestro aviso de privacidad aqui:

www.sears.com.mx/

increase in agent of incoming customer more conversations via avisodeprivacidad 10:39 AM
productivity in August vs inquiries handled by assisted sales on (ST A PR VR
May 2020 Sara bot from May— WhatsApp vs website
August 2020 from May—August 2020 = (OB O
2 - Estatus de mi pedido @
3 - Devoluciones y cambios &
+ Sears needed a single communication channel to resolve customer inquiries, from 4 - Cancelaciones y reembolsos ™
locating the closest available product to requesting account details for a credit 5 - Estado de cuenta, saldos y

créditos Sears 3

card. In addition to the communication challenge, Sears had to close all of its 6 - Solicitar factura
stores for more than a month during the coronavirus (COVID-19) pandemic in 7 - Problemas con formas de pago
2020, which increased demand for online services but decreased opportunity for 8 - Ver lista de tiendas abiertas i

. . . 9-Ti ta ? .
its sales force to earn commissions. €ngo una pregunta 10:39 AM

* Claroshop partnered with Yalo to create Sara, a virtual assistant that can answer
frequently asked questions, track orders and transfer chats to a customer service +
representative. Sara integrates a single communication solution into Sears’
multichannel infrastructure, which includes its call center, website, order

management system and legacy credit system.
Read more at Sears: WhatsApp Business Platform case study

Source: Client-approved measurements, WhatsApp Success Story, 2020.
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1/
Claro- \
ro. - yalo

Accompanying customers on their shopping
journey with the WhatsApp Business Platform

4X 35% 18%

increase in agent decrease in calls of all customer support
productivity after regarding order tracking calls deflected to
introducing WhatsApp into after introducing WhatsApp
its multichannel operations WhatsApp

» Claroshop wanted to differentiate itself from its competitors by providing a superior
customer experience. As many of its customers were new to shopping online, the
marketplace wanted to help them complete their purchases on the website.

» After an increase in both online sales and customer inquiries in the wake of the
coronavirus (COVID-19) pandemic, Claroshop partnered with Yalo to build WhatsApp-
powered digital assistant, Clara.

e Claroshop customers could chat with Clara to find answers to frequently asked
questions, track orders, pay telephone bills and make installment payments without
the use of a credit card.

Read more at Claroshop: WhatsApp Business Platform case study

Source: Client-approved measurements, WhatsApp Success Story, 2020.

<

cars:  Claroshop % Ja

= 4:13 AM $100% )

all =

\S

iHola! Soy Clara @ tu asistente
virtual de Claroshop & 10:39 AM

Los datos personales que nos
proporciones seran tratados por
claroshop.com, S.A. de C.V. Conoce
nuestro aviso de privacidad aqui:
http://www.claroshop.com/
aviso-privacidad/ 10:39 AM

iDescargaya la app de Claroshop

en tu celular! -8 bit.ly/2ECYTnW
10:39 AM

Cuéntame, ¢qué quieres hacer hoy?

1 - Estatus de mi pedido @

2 - Devoluciones y cambios &

3 - Cancelaciones y reembolsos ™

4 - Solicitar factura

5 - Problemas con formas de pago @)
6 - Tengo una pregunta ?

7 - Descarga la app de Claroshop *#
10:39 AM
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SAMSUNG +

Smoothing the customer journey with the
WhatsApp Business Platform

14K 91% 98%

messages opt-in rate for Samsung’s customer satisfaction rate
exchanged in six WarrantyBot on with WhatsApp’s warranty
weeks WhatsApp registration channel

- Samsung wanted to help customers register newly purchased products,
activate their warranties, and also answer any questions they might have.

- They worked with an Al company UIB to set up a WhatsApp-powered digital
assistant designed to guide people through the product and warranty
registration in an easy, systematic way.

- The WhatsApp-powered Samsung WarrantyBot helped simplify the warranty
registration process and earned higher customer opt-in rate.

Read more case studies on Meta for Developers

Source: Client-approved measurements, WhatsApp Success Story, 2020.

Welcome to Samsung's Warranty
Registration.
Let's get started!

Please enter the date of purchase
of your product (DD/MM/YY).

01/08/2019 &40 am &

What is your full name? &40 am

Mathew &40

What is your mobile number?
(including country code in format
+B5XXXXXXXX) -

+6586192320 .40 am
What is your email address? .0 am

mathew@test.com .40 a1

Would you like to receive
information about products,
services, promotions, and
marketing communications of
Samsung and/or its partners?

Hi s40am v


https://developers.facebook.com/success-stories/?filters%5B0%5D=business_tools&filters%5B1%5D=cms_developers_whatsapp_business_platform

N
c ope‘r?sgfujoqm : il‘lfObip
Fulfilling customer needs with the
WhatsApp Business Platform

82% 78%

increase in customer increase in agent
satisfaction (CSAT) productivity
score

65%

increase in first contact
resolution

- OpenSooq used WhatsApp to create an automated customer onboarding
experience & account verification process, previously done via SMS.

- WhatsApp’s high delivery rates and seamless signup process allowed people
to easily create accounts, reset passwords and verify their phone numbers.

- OpenSooq's WhatsApp service has increased efficiency, productivity and
customer satisfaction.

Read more case studies on Meta for Developers
Source: Client-approved measurements, WhatsApp Success Story, 2020.

415 © 0

Hi 4:08 pm v/

We will contact you as soon as possible,
if you have any more details please share
them with us here 4:08 pm

How can | sell my car on OpenSooq?
4:.09 pm v/

Hello

You can follow these steps to add a post
in OpenSooq:

1- Install the app from ( Google Play , App
Store )

2- Create an account using your phone
number

3- Click on add a free post

4- Add the pictures on the post 411 pm

Great .. how many days it takes to sell
my car ? And can | boost my ad??
412 pm W/

| want to sell it as fast as possible
412 pm W/

It depends on the market and car price,
you can boost your ad by choosing one
of our paid service (Premium or Turbo) to
gain more views and sell faster. 412 pm



https://developers.facebook.com/success-stories/?filters%5B0%5D=business_tools&filters%5B1%5D=cms_developers_whatsapp_business_platform

LRBANIC + N Sanuker

Building consumer trust with
WhatsApp Business Platform

20% 98% 900K

higher opt-in rates for read rate for messages exchanged
WhatsApp WhatsApp via WhatsApp
messages

- Urbanic previously used a webchat system to talk to customers, but after
incorporating WhatsApp, it discontinued the system due to declining usage.

- Shoppers could opt-in to the WhatsApp service on Urbanic’s website and app
to message the brand’s customer service team directly and receive timely
notifications - making WhatsApp a one-stop shop for all their queries.

- With WhatsApp, Urbanic measured high message delivery & open rates and
was able to streamline its customer service efforts.

Read more at Urbanic: WhatsApp Business Platform case study

Source: Client-approved measurements, WhatsApp Success Story, 2020.

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

more info.
@ 12:30 v/

[Urbanic] Hi, please confirm your order
(200320100103009001) for INR 1290.00 at
Urbanic.

Reply 21 to confirm.

Reply 22 to cancel.

Click the link to view the order details.
https://pu.urbanic.com/3VIJhdp 12:31

21 1231w

[Urbanic] Order Confirmed: Urbanic Order
ID (200320100103009001). Your order has
been confirmed and is under processing.
Click the link to view the order details.
https://pu.urbanic.com/3VIJhdq



https://www.facebook.com/business/success/urbanic
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RENAULT hr}]nﬂudﬂ ¢ @ emmo o O

mlnd I:]Ehmd Ya da istersen odeme yapmadan arag
satin alma talebini olusturarak musteri
temsilcisi arkadaglanimizin seni aramasini

saglayabilirim. = 5

Driving sales with an engaging car shopping  iaamesmssmamce

Arag satin alma talebi olusturmak icin 2

experience in WhatsApp s

Ozgiirligiin tadini doyasiya gikaracagin
Renault dinyasina adim atmak Uzeresin...

93% 35% 4% e e

Stokta olan secgenekleri senin igin kontrol

decrease in average decrease in the of vehicle sales ettim.
customer response time to resolution attributable to
time via WhatsApp of customer issues WhatsApp leads

» Versatile virtual assistant can respond to approximately 350 different prompts

Zen 80 kW Z.E. 50

1 i i 1 i Vites: Otomatik Yakit: Elektrik Arag
. Renaul’t Turkey is Iook_lng _to enhance the sales experience by _mteg_ratlng it i i PO
Turkey’s 130 dealerships into the WhatsApp channel, which will quickly < Segmek icin 1 yazabilirsin.
transfer customer conversation data to a local dealer
+
Read more at https://developers.facebook.com/success-stories/renault-turkey Virtual assistant provides
Source: Renault Turkey WhatsApp Success Story, February 2023 product in

All results are self-reported and not identifiably repeatable. Generally expected individual results will differ



12:54 al T @)
+ 4 G Mercedes-Benz Hafif Tica... @ &
Bilgi almak igin segim yapiniz
Seciminiz? 12:31
Creating faster sales cycles and more effective
campaigns with WhatsApp Business Platform
V-Serisi
93% 78% 63%
boost in sales tracked lower cost per qualified increase in customers o 12:324
back to the hybrid lead in the hybrid moving toward purchases .. Vito modellerinde Kasim ayina
campaign® campaign through hybrid campaign* ?22‘2';fgaoeogogtagea‘fa';‘g;”'m'a”"‘?a

Kampanyalar hakkinda detayl bilgi

_ : almak ve 6deme plani olugturmak
Mercedes-Benz Turkey uses WhatsApp Business Platform to accelerate lead icin milsteri temsicisine

generation and create faster customer engagements to increase commercial van baglanabilirsiniz. - -

sales.
Secenekler arasindan segim

With WhatsApp chatbot, 44% more consumers reached with the same investment in a yapiniz
hybrid strategy, 2.7x more qualified leads with hybrid campaigns, 5 vehicles sold in Segiminiz? -
one month, as well as 300+ new and 100+ incremental leads, through WhatsApp Fiyat ve Donanim
campaign.

_|_

Read more at Mercedes-Benz Turkey: WhatsApp Business Platform case study
*Source: Client-approved measurements, WhatsApp Success Story, 2022

The virtual assistant offers In
and payment ter


https://developers.facebook.com/success-stories/mercedes-benz

7\

NISSAN |

V infObip 4 @ Nissan Saudi Arabia &% (X &,

1 12:04 &/

12:00 Wl T .

Providing always-on customer service and
selling opportunities with WhatsApp Platform

You can explore Nissan lineup by selecting
one of the categories below:

1 Passenger Vehicles
o o 2 SUVs & Crossovers
o o 3 Special Offers
4 Sport Vehicles
increase in leads over ROI in six months reduction in call center : gl‘::i‘r'l‘:'s"i‘e’f““"es
the original chatbot volumes 7 NISMO Vehicles
. Hint:enter # for main menu,or* to
go one step back 12:04
. . . . . 2 12:05
- Offered a more accessible, more responsive, dynamic communication -
channel through WhatsApp SUVs & CROSSOVERS
- Improved customer engagement and higher satisfaction contributed to more Please choose the vehicle you want to
sales leads, higher revenue, and lower call center volumes jgﬁ",’_:ebe‘°w"*"y°““emW“' kP
. 1 Kick
* Engaged a younger customer base that expects on-demand services, 2 o
opening opportunities for future revenue growth 3 KT
+ @ ® 9

Read more at Nissan Saudi: WhatsApp Business Platform case study

Source: Client-approved measurements, WhatsApp Success Story, 2021.


https://developers.facebook.com/success-stories/nissan

o

HYUNDAI
{ Q Pesquisar Facebook
Accelerating car sales and awareness with . it s
WhatsApp Business Platform B

fazer o test drive do langamento ma... Continuar lendo

A ousadia vai invadir

3-9M >1 5,000 o seu WhatsApp.

people reached across conversations in
Facebook and WhatsApp
Instagram

* Hyundai Motor Brasil wanted to spread awareness about the launch of its latest car
model, the revamped version of the classic HB20.

e Hyundai's WhatsApp-powered campaign, titled “Ousadia,” which means “daring” in |
Portuguese, highlighted the features of the new HB20. The company used @ Hyunoa!
Facebook, Instagram and Messenger to showcase its ads that would lead people to 2’“";3“’" ) ,

. . .. onhega as versdes do HB20 [@Enwarmensagem]
interact with Hyundal via WhatsApp Nova Geragéo e muito mais.

» With the help of the WhatsApp Business Platform , Hyundai Motor Brasil was able to | @ 8 O s = _

interact with thousands of interested customers, boosting sales of the new HB20.

Read more at Hyundai Brazil: WhatsApp Business Platform case study

Source: Client-approved measurements, WhatsApp Success Story, October 2020.


https://www.facebook.com/business/success/hyundai-motor-brasil

aw HAP SENG +
STAR

ul KEKAL SELAMAT- 4G 4:27 PM @ 36%@ )

< 1 @ Hap Seng Star What... X %

Hap Seng Star

Being available to customers at all times with
the WhatsApp Business Platform

store, read, and respond to your messages and
calls. Tap for more info.

o o This chat is with the official business account
o o of “Hap Seng Star". Tap for more info.

Hi, | would like to send my car in for

increase in delivery rates increase in read-message service. @
over other channels rates over other channels

Greetings! Thank you for contacting
Hap Seng Star, please give us a
moment to respond to your inquiry.

- Hap Seng Star’s automotive after-sales division was focused on quickly and

diligently resolving all queries while ensuring customer security Good evening Mr. Daniel. Thank you
. . . for engaging with us. May i know
- WhatsApp allowed for quick and secure two-way communication so that which is your preferable service

branch?

people could contact the dealer when convenient and have conversations in
real time—two crucial factors for good service.

- After launching the WhatsApp service, Hap Seng Star saw a rapid increase in
the number of customers using the messaging platform

Read more at Hap Seng Star: WhatsApp Business Platform case study

Source: Client-approved measurements, WhatsApp Success Story, 2020.


https://www.facebook.com/business/success/hap-seng-star
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(B HarzEnergie .

einfach. bestens. versorgt.

messenger,

Improving the customer service experience
with the WhatsApp Business Platform

85% Thr 4,100

customer satisfaction response time for WhatsApp requests in
rate for WhatsApp customer queries 2020 (compared to
received on WhatsApp 2,700 in 2019)

- Harz Energie wanted a communication channel that was easy to use, direct
and that could quickly be deployed to many people.

- In addition to resolving customer queries, Harz Energie also used WhatsApp
to send customers messages about bills, meter reading transmissions and
handover protocols.

- Harz Energie was able to cut down response time from 24 hours via phone or
email to just 1 hour via WhatsApp, garnering higher CSAT scores.

Read more at Harz Energie: WhatsApp Business Platform case study

Source: Client-approved measurements, WhatsApp Success Story, 2020.

20:087

4 & Harz Energie

Hallo Harz Energie Team,
ich mochte gerne meine Kontodaten

andern. Geht das tber WhatsApp? Mein

Name ist Alexander Huber 19047

Vielen Dank fiir Ihre Kontaktaufnahme
via WhatsApp. Wir werden Ihre Anfrage
schnellmdglichst bearbeiten.

Unsere Servicezeiten sind Montag bis
Freitag von 08:00 Uhr bis 16:00 Uhr.
lhre Harz Energie

Hallo Herr Huber,
gerne aktualisieren wir Ihre Daten.
Teilen Sie mir bitte Ihre Vertragsnummer

mit.

Viele GriiBe,
Melanie Rot

Klar, meine Vertragsnummer lautet:

ﬂ 19:53 W/

Vielen Dank! Bitte senden Sie mir nun
Ihre neuen Daten.

Meine neuen Kontodaten sind:
Alexander Huber

V4



https://www.facebook.com/business/success/harz-energy

Education




digfy . ()

AFRICA

™ Lesedi The DigiBot
< é Digify Africa ¥

Hey there 0 It's time to level up in life

Breaking down education barriers with unique
online learning journeys through WhatsApp

136K 90% 3.6x

people completed course completion rate on  growth in learners using
training through WhatsApp WhatsApp
WhatSApp My name is Lesedi and | am a

WhatsApp bot here to help you learn
about Digital Literacy. | will help
guide you across the content and

. Digify Africa developed two unique chatbots through WhatsApp and helped ma';e S evleftyth"‘g ‘StC'eaf a“é
enable effective interactive training that drives learner engagement and reKes complete sense T yoR-
professional opportunities.

413 PM

Drop me a @ and let's get started!
413PM

. 72% of people interacting with their WhatsApp program started learning and , v
the company saw high satisfaction scores, message rates, and record &
numbers of learners completing online training. Message > @ o

Read more at Digify Africa: WhatsApp Business Platform case study

Source: Client-approved measurements, WhatsApp Success Story, 2022.


https://developers.facebook.com/success-stories/digify-africa/

o chool 4 \\" WATI

For Your World

Boost enrollment and increase revenue with
WhatsApp Business Platform

82% 40% 90%

increase in new increase in yearly revenue of customer transactions
students attributed due to WhatsApp resolved in 1 to 3 WhatsApp
to WhatsApp conversations

. When 21K School developed two WhatsApp channels to increase enroliment
and provide personalized customer support, the online school saw a surge in
new students while improving service speed and quality.

. 21K School saves $10,000 USD per month in customer support costs
while delivering great service to parents and students.

. 21K School’s community has grown in two years to over 6,000
students and 450 teachers from 600 cities and 54 countries.

Read more at: 21K School: WhatsApp Business Platform case study

Source: Client-approved measurements, WhatsApp Success Story, 2022.

n® 21K School ¥

Let's get you started and prepare for a call
back from one our Admission Counsellors.

@ 17:31

Please fill the "Inquiry" form for our
Admission Counsellors to call you back

https://zfrmz.in/07a0EhWK70jnRzZr3ZUf

17:31
Have you submitted the Inquiry form
successfully?

Reply 1 if you have
Reply 2 if you did not and have any issues

1. Yes
2.No 17:31

1 1750 w7

In the meantime, please have a look at 21K
School's learning and teaching methods
along with other aspects in our brochure.

17:54

21K School - India's First Online School -
Pages.pdf 17:55

B 21K school - India's Fi.. (4
6.5 MB - PDF 17:55

21K School at a Glance.pdf ;.55

Customer view of


https://developers.facebook.com/success-stories/21k-school/

N
L ChatClass

Optimizing cloud integration to grow business

com uma Caca ao tesouro @ @

O n W h atSA p p %# 1. Mapa: conhega o contexto do

cliente
() 2. Planejamento: trace um plano
de agao para conseguir negociar

o ﬁ 3. Rota: mude de diregdo quando
2 K necessario!
o @ 4. Estratégia: escolha a

abordagem que mais se encaixa com
o cliente

reduction in monthly minutes to migrate a phone learners reached through & 5. Tesours: oferega o que o
hosting costs number to the cloud WhatsApp since launch cliente mais precisa

. 6. Acordo: feche o negécio

Digite ok para continuar. 1917

ok 1947

. With migration to the cloud API on the WhatsApp Business Platform,
ChatClass cut hosting costs by 55%, gained the ability to migrate a phone

_L| Veja essa frase:

number to the cloud in under two minutes, and got automatic access to new o ———— = %
bem conduzido néo faz somente
platform features and updates. m vencedor. mas aera condicdes

Mensagem » B 0
11

. ChatClass reached 600,000 learners with new programs through WhatsApp. ‘ o

Read more at ChatClass: WhatsApp Business Platform case study Example chatbot lear

Source: Client-approved measurements, WhatsApp Success Story, 2022.


https://developers.facebook.com/success-stories/chatclass/

&J'doubtnut + §B) gupshup

8:26 Al LTEC )

< CJ' Doubtnut &

Increasing learner engagement with a fast,
. . Aap mujhse Maths, Physics, Chemistry &
easy-to-use interface in WhatsApp sloay ke custinapooch kst
% 224%
1.8 M 260% o
daily messages to increase in learner approximate increase
learners through engagement with in daily users in less
WhatsApp WhatsApp than one year
How? (9
In only 45 days, the number of questions received through WhatsApp jumped steps () - Question ki sl photo khesche

from 30,000 to 80,000 a day.

With a streamlined interface chatbot powered via WhatsApp Business
Platform, Doubtnut supports an education platform in 11 languages for 2.5
million learners. Take photo now usi & .,y

Step - Sirf one question crop karke
send karein

8:26 PM

Bas 2 steps!

Achieves a 260% spike in engagement with 95% satisfaction, providing L
options for videos to answer learners’ questions in 10 seconds.

Read more at Doubtnut: WhatsApp Business Platform case study

Virtual Assistant provides i
Source: Client-approved measurements, WhatsApp Success Story.


https://developers.facebook.com/success-stories/doubtnut/

1~ ChatClass

Providing access to education with the
WhatsApp Business Platform

250K 100%

students served via of conversations
WhatsApp occurred via WhatsApp

90%

agents, educators & admins
trained on WhatsApp

- The education company launched its WhatsApp Business Platform in June
2018 and used it to deliver conversational English lessons.

- ChatClass’s virtual assistants would interact with language learners via
WhatsApp by offering both open-ended and structured responses to
statements.

- ChatClass was able to extend its WhatsApp-based English services to
educators for home-based learning during the Covid-19 global pandemic.

Read more at ChatClass: WhatsApp Business Platform case study

Source: Client-approved measurements, WhatsApp Success Story, 2020.

all TM = 20:58

<10 e ChatClass &

+

Please respond with an audio recording,
or type cancel to exit this activity.

® -

| couldn't understand you saying To me.

Try again: What does "having it all" mean

to you? Explain.

< Use: To me, "having it all" means...
. Suggestions: happy, money,

everything, rich, friends, girlfriend,

boyfriend, popular

Please respond with an audio recording,
or type cancel to exit this activity.

®-

Received your audio, thanks! You're
doing great.

Where do you usually listen to music? Do

you prefer to listen alone or with other
people? Why?
< Use: I usually listen...

@ | leca at laact R wnrde
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Delivering engaging content and building
customer relationships with WhatsApp

95% 5x 2X

message open rates message click coupon sales primarily
in WhatsApp rates in WhatsApp attributable to
compared to SMS WhatsApp

* WhatsApp offers Venchi a seamless and reliable way of communicating with
customers, improving satisfaction while reducing call volume to individual
stores and the corporate line

* Venchi believes the speed and convenience of WhatsApp inspires the
company to be more innovative in delighting customers

* The retailer saw an increase of 4,000 subscribers within two weeks of
launching their reduced sugar candy campaign

Read more at https://business.whatsapp.com/resources/success-stories/venchi

*All results are self-reported and not identifiably repeatable. Generally expected individual results will differ.
Source: Client-approved measurements, Venchi WhatsApp Success Story, June 2023

16:54
{ 53  Uas Venchi HK &

4 Nov 2022

=

4 Avsila BB Sfores (o
. ok apply;

ot v.m itiagh ap;
Ciao! [B4F#8:BHENAZE

B TSI !

Ciao! Don't miss Venchi VIP Week

collections is waiting for you! Visit

Us Now!

&R R AHRIZIER © Terms and
Conditions apply.

VIP %1% | VIP Offers

1113
Venchi I VIP Week ! {5 Eit 245
WHILEFASESR & » RIVER

16:08

EUEETRA / Unsubscribe
Thu 16 Mar
M Thic hiicinace ic nnw ticinA a cantira
S C © 3¢
WhatsApp provides
communication to Venchi’s
busin




KOCHSTUDIO

+49 170 5775777

H elpl ng people Iearn to COOk Wlth the \ : “} Nachr\chte‘zr-w‘ an“d[esen Chat und Anrufe sind
jetzt mit Ende-zu-Ende-Verschliisselung 2
WhatsApp Business Platform
. mehr Infos i SV
200K 4.2 point 3X point
messages sent in lift in standard ad lift in campaign
the first 8 weeks recall awareness
I‘. 'l.r 'S;J
 To motivate more people to cook at home, Maggi developed an entertaining ‘ch will kochen lernery
and interactive virtual cooking course on WhatsApp, featuring a digital assistant Jlernen lernenden lernender
called Kim. TTTTTTTTT0T

* Throughout each class, Kim would guide customers with step-by-step
instructions, answer their questions and share videos for specific cooking
techniques. o |1 11111 B

* With the WhatsApp-powered digital assistant, Maggi was able to provide more o [ r—
personalised communication and a unique educational experience to its
customers.

1111111111

Read more at Maaqgqgi: WhatsApp Business Platform case study

Source: Client-approved measurements, WhatsApp Success Story, 2021.


https://www.facebook.com/business/success/2-maggi-germany
https://app.highspot.com/embedded_content/8eaf8b2be562b83b7ec88f96fc3972b9eb979492?overlay=true

- messengerpeople

WOMEN'S BEST"

ENJOY THE DIFFERENCE

Supporting customer inquiries with the
WhatsApp Business Platform

30K 90%

customer service faster processing
requests received via time for each
WhatsApp per month customer inquiry

40

WhatsApp tickets
resolved by a single
agent in an hour

- Women's Best needed a new way to process customer enquiries, as email

and web chat were no longer able to meet its business or customers’ needs.

- As most customers visited Women’s Best’s website on their mobile devices,
the brand saw WhatsApp as a convenient mobile support channel to offer
quick and direct customer support.

- WhatsApp allowed Women’s Best to enhance customer experience by
providing customers with a popular and accessible communication channel.

Read more at Women's Best: WhatsApp Business Platform case study

Source: Client-approved measurements, WhatsApp Success Story, 2020.

10:07

= @@

Women's Best x %

online

Hallo . Ich brauche ein neues
Sport-Outfit. Konnt ihr mir etwas
empfehlen? Ich mag lieber etwas

engere Sportkleidung. LG Lisa

Hi Lisa, ich bin Sophie von
Women's Best und helfe Dir gern
weiter!

Wir haben eine spezielle Power
Seamless Kollektion. Welche Farbe
soll dein neues Outfit denn haben?

Griin

Seamless Leggings fir Frauen Khaki |
Women's Best

Khaki Power Seamless Leggings von
Women's Best «/ High-waisted Passform
/ Formende Seamless Details v/

Unterstiitzende Struktur mit geripptem Bund

/ Dehnbar

de.womensbest.com

Alles klar! Lass uns mit neuen Pants

v



https://www.facebook.com/business/success/womens-best
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aDrop Llfe

Engaging donors and integrating payments

to grow fundraising with WhatsApp
60% 5Xx 4X

increase in message donations attributable
read rates with to WhatsApp vs
WhatsApp vs email email

clickthrough rates for
messages sent with
WhatsApp vs email

* A Drop of Life uses WhatsApp to deepen their connection with the donors that
help fulfill their mission to provide clean water to communities

* The charity integrated PayPal and PayMe into WhatsApp, enabling donors to
contribute directly within WhatsApp - and without having to enter their banking
information

» A Drop of Life was the first charity in Hong Kong to use WhatsApp as a
donation channel, as well as the first to integrate WhatsApp with PayMe

Read more at https://business.whatsapp.com/resources/success-stories/a-drop-of-life

*All results are self-reported and not identifiably repeatable. Generally expected individual results will differ.
Source: Client-approved measurements, A Drop of Life WhatsApp Success Story, June 2023

3:57

3:65 PM «/

BEENRAE 3:56 PM
PayMe PayPal
ERHRED
RIBIRA A

PayMe 55501

FREA B AT B AANINS 10 9 #E A STRAT R
2F

https://gr.payme.hsbc.com.hk/2/
Wn2s6VPsiKW16GpbUG6vuj

BASHLAT R12 10 9 2B ULEI T F IR -

3:56 PM

BESIRRSZE | IMAVIBRRE IR -
iizﬂ’ﬁﬁﬂfi'y}ﬁmaﬁﬂ&ui}ﬁ%"iﬁ |1R3IRTE
# WhatsApp K& B ERtiE 3:57 PM

»¢ a_drop_of_life_donation... @

209 KB + pdf 3:57 PM

BN TASEERBER 9=
Am%@,%gsxﬁhﬂﬁma b
ﬁE’%@Eﬁﬁ;H} 3:57 PM

_I_

A Drop of Life was the firs
integrate the PayMe e-



tyntec

Earning more long-term donors with the
WhatsApp Business Platform

80,000 2X 40%  5X

people reached via increase in the higher total donation increase in number of
ads that click to number of first-time amounts for the three- visits to The Denan
WhatsApp on donors during the first month period Project’s website
Facebook and three months of using
Instagram WhatsApp

e The Denan Project wanted to reach a younger donor base who could help raise more funds to
support local communities with better healthcare facilities. It also wanted to use more digital
platforms and tools, like WhatsApp, to attract both volunteers and donors.

* By using WhatsApp to provide people with faster updates on the projects they were interested in
and answering questions quickly via WhatsApp, The Denan Project hoped to convert one-time
donors into sustaining supporters and shorten the time between the first and recurring donations.

* The nonprofit used ads that click to WhatsApp across Facebook and Instagram to reach new
potential donors. People who clicked on the ads would be taken directly into a WhatsApp chat
where they could start a conversation with The Denan Project to learn more about the
organization’s work and how to donate.

Read more at The Denan Project: WhatsApp Business Platform case study

Source: Client-approved measurements, WhatsApp Success Story, 2020.

facebook
At O @

The Denan Project

m Sponsored - @

Whether they're living in war-torn zones or lacking
food and medicine, these people need us. ...See More

Hello! Would you like to know more
about helping Mongolian herders?
12:48 PM

OPENS IN WHATSAPP
The Denan Project
Help someone in...



https://www.facebook.com/business/success/the-denan-project

8. Goodera +

infobip

Boosting volunteer engagement with the
WhatsApp Business Platform

40,000 35% 2.8X

increase in overall higher open rates
volunteering hours for WhatsApp
contributed by messages vs email
Goodera

2.9X

increase in event
engagement

volunteers assisted
via WhatsApp

* Goodera was searching for a communication channel that could reach its volunteers in
real time, ensure a high message delivery rate, motivate volunteers to carry out tasks,
and help it acquire new volunteers passionate about making a social impact.

* To replace its email channel, Goodera integrated the WhatsApp Business Platform and
deployed a virtual assistant to communicate with volunteers in a more friendly and
engaging way.

* Volunteers could use the WhatsApp channel to exchange images and videos of

volunteering activities, share important details like location and contact information with
event organizers, and even submit event feedback.

Read more at Goodera: WhatsApp Business Platform case study

Source: Client-approved measurements, WhatsApp Success Story, 2020.

Hi Abhinav Gupta! Thank you for registering
to volunteer for Design a poster by Team
Everest on the Goodera platform.

Below are the event details:

Time: 10:00 AM - 11:00 PM (IST)

Date: Sunday, May 31, 2020

Location: Virtual (You can do it from you
computer, your home or anywhere!)
Coordinator contact: Nithyanantham M |
nithyanantham.m@goodera.com |

See you there!

Type -~ if you have any queries related to
the event

Don't forget to add this number to receive
updates from Goodera regarding the event
you've registered for.

Thank you for your input.
@ For event related queries, please reach
out to Nithyanantham M |
nithyanantnham.n good¢

3 If you are facing issues with the goodera

platform, please reach out to us on
I J om with your work email

and we'll get back to you at the earliest.

Hola Abhinav Gupta ﬂ'



https://www.facebook.com/business/success/goodera
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. . MomConnect WA me
Taking care of new mothers with the i
. join 10:01 v
WhatSApp BUSI neSS Platform Welcome to the Department of
Health's MomConnect! &5
MomC ish
70% 16X 70%
chilas 1irst years. We sen ats
messages i?lw English. 1?&
increase in opt-in rate for more engagement from more cost savings for ®
WhatsApp (63% opt-inrate  mothers via WhatsApp WhatsApp channel
for WhatsApp compared to (compared to SMS) (compared to SMS) ::;foi;f’j;t‘::n':;"'::'ﬁntzjt‘,
37% for SMS)
Reply with the number that matches
- MomConnect turned to WhatsApp as it felt restricted by SMS due to its Yollr AN
prohibitive costs, character limits and inability to deliver rich content. ; Lis
- Through an automated chat tool, MomConnect platform could manage a
large number of conversations on WhatsApp, provide answers to FAQs, and '
escalate more complex inquiries to human operators. ) o ¢
- With ease of scale with WhatsApp, MomConnect has benefitted millions of 4q o ~

pregnant women and new mothers by improving their access to critical and
timely healthcare information and services.

Read more at MomConnect: WhatsApp Business Platform case study

Source: Client-approved measurements, WhatsApp Success Story, 2021.
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Delivering timely, engaging travel deals to
grow referral traffic through WhatsApp

93% 97% 40%

increase in WhatsApp subscriber open rate up to 40% click
subscribers in 3 months in WhatsApp through rates in
WhatsApp

* HolidayPirates has seen a 10x increase in subscriber engagement through
WhatsApp compared to email offers and over 2x of the engagement versus
app notifications

* The company’s WhatsApp subscribers are quicker to act on travel deals than
people using other channels, generating more traffic to partner sites, which
generates additional revenue

*All results are self-reported and not identifiably repeatable. Generally expected individual results will differ
Source: HolidayPirates WhatsApp Success Story, March 2023

13:48

{7 % Holidaypirates &

I5irates, check out t
Ibiza off-peak bargain! 3¢ 4nt
adults-only break fr £275pp &
15:15

(2 SHOW DEAL

Wed, 1 Feb

Montenegro is calling! You comin'?
U All-inc spring hol fr £280pp!
3 & 4, hotel wfinfinity pool 63
£160+pp below peak price &

Send STOP to unsubscribe 19:05

(Z SHOW DEAL

@& Cheaper than a takeaway @ ,
34 Flights to Venice from £14 ¢

Send STOP to unsubscribe 21:08

(2 SHOW DEAL



VLCE\ALENCIA  + Sanuker

* 'V_A“ @ aill = G

What's going on...

Unify information for all Fallas of Valencia

This evening

events with WhatsApp

Yesterday 12:46

Fallasbot
What's going on...
%  82% 41
9 9 o o x Got it! What would you like to do?
cost savings with re-engagement with repeat increase in customer R —
WhatsApp visits on WhatsApp engagement with WhatsApp
Fallasbhot

Got it! What would you like to do?

Fireworks 12:46 W/

Now you canvisit... ;¢

. By consolidating all Las Fallas festival events from almost 400 local

13h Mascleta - Falla Sueca-Lit.Azorin

committees on WhatsApp Business Platform, the Visit Valencia Foundation Go: https:/bit.ly/3u5rskF 12:46
makes destination information available to thousands of visitors in nine 13h Mascletd - Falla Cuba-Puerto Rico

Go: https://bit.ly/3busi46 12:46
languages.

13h Mascleta - Falla Ruzafa

Go: https://bit.ly/3uSaAuF ;.4

. The WhatsApp solution reduced costs, better engaged tourists, and 14h Mascletd - Plaza Ayuntamiento

diversified participation by exposing local attractions while providing three Go: https://bit.ly/3u5BjHm —
times the amount of customer support languages to visitors. A > B Q

Read more at Visit Valencia: WhatsApp Business Platform case study

Source: Client-approved measurements, WhatsApp Success Story, 2022.



https://developers.facebook.com/success-stories/visit-valencia-foundation

IBERIN S
Helping elevate the travel experience with the
WhatsApp Business Platform

4Xx 7%

increase in messaging monthly average First
activity between Contact Resolution
March -May 2020 rate (FCR)

41%

increase in ROI for
IBot in Q1 2020

* |beria wanted to offer a better, more efficient customer experience during the
coronavirus (COVID-19) pandemic and hoped to empower customers by providing the
latest information and an improved self-service channel

* To support the sudden increase in demand for customer service assistance at the start
of the COVID-19 outbreak, the airline invested in improving its automated support
channel and expand the overall functionality of its existing virtual assistant, |Bot.

* The WhatsApp-powered IBot enables passengers to search for flights and open
destinations, check flight status, check-in for their flights, access important information

about health measures and travel restrictions, as well as request and receive vouchers.

Read more at |beria: WhatsApp Business Platform case study

Source: Client-approved measurements, WhatsApp Success Story, 2020.

<

- C ® 0

17:04 w e
Bot Iberia
e Iberia Ch %
Solicitar bono .

Si tienes un billete emitido antes
del 28 de mayo de 2020 para volar
hasta el 31 de agosto de 2020, y no
sabes si vas a poder utilizarlo,
puedes solicitar un bono de
reembolso y aplicarlo en futuras
compras.

Ademas de los cambios y los
reembolsos, el bono también esta
disponible si desde Iberia hemos
tenido que cancelar tu vuelo, en
cuyo caso te pedimos disculpas por
las molestias causadas.

¢Quieres solicitar tu bono?

Por favor, escribe "SI" o "NO" para
continuar.

Si 1700w

iEmpezamos! Para poder solicitar
tu bono necesito que me
proporciones tu cédigo de reserva.

Recuerda que tu cédigo de reserva

e - ~



https://www.facebook.com/business/success/iberia
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——— AIRLINES —— zendesk

Delivering superior customer service with
the WhatsApp Business Platform

60% >20% 15%

of AZAL and Buta increase in customer decrease in number of

Airways customer satisfaction score after customer calls
queries are received via integrating WhatsApp

WhatsApp & email

« To improve customer service, the airline wanted a reliable and seamless
channel that would allow its team to quickly respond.

« Customers could access WhatsApp services through AZAL and Buta Airways’s
mobile websites, social media pages or message a specific number to use the
WhatsApp chat.

« They were able to reduce their response time down to 6 minutes to customer
queries and increase their customer satisfaction score by 20%.

Read more case studies on Meta for Developers

Source: Client-approved measurements, WhatsApp Success Story, 2020.

all Azercell = 15:01

{1 ... WhatsApp AZAL

Y WUURIIY HILIUUES ayyayc:

Please provide your ticket

Ticket number: 7712427315300

Your baggage includes 23 kg of
baggage and 10 kg handa luggage.
14:55

Thank you

And one more question, can | take
babystroller free of charge?

+ |

PR N N N N N N— N N N N—

RS N N N W N— N N N N —
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Haceb + B2Chat

Delivering fast, efficient support to improve

customer relationships with WhatsApp

85% 45% 97%

response rate for all digital engagement growth in WhatsApp
messages through rate attributable to contacts in just over a
WhatsApp WhatsApp year

* Industrias Haceb builds a faster, more streamlined support channel through
WhatsApp Business Platform to handle more engagement and enhance
services with shorter wait times and greater employee productivity

» Digital engagement grew from 10% to 45% in only 4 years
* Average customer wait times were reduced from one hour to 3 minutes after
switching to WhatsApp

Read more at https://business.whatsapp.com/resources/success-stories/haceb

*All results are self-reported and not identifiably repeatable. Generally expected individual results will differ.
Source: Client-approved measurements, Industrias Haceb WhatsApp Success Story, May 2023

= Haceb &

Hola, buenos dias 554

() Nuestros horarios de atencién
son: L-V 6am/8pm, sabados 8am/
6pm, domingos y festivos 9am/
2pm. ©

Estas son las opciones que
tenemos para hacer tu vida mas
facil. - 10:54 a.m.

= Ver opciones

Haceb

¢ Nuestros horarios de atencién son: L-V
6am/8pm, sabados 8am/6pm, domingos y
festivos 9am/2pm. @

Productos y Repuestos

Adquiere los electrodomésticos y

repuestos Haceb que necesitas
10:54 a.m. W/

+ ©C ©® 9

Automated chat menu pr
FAQs and frees agents to
que
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Improving accuracy and efficiency of
deliveries while enhancing productivity

100% 35% 2X

delivery success rate less manual increase in
with confirmations via address changes productivity attributable
WhatsApp to WhatsApp

* WhatsApp proactive pre-delivery messaging helps validate the address and
ensure a smooth delivery, while reducing costs of storing returned packages
and the labor associated with tracking addresses

» Time spent by Urbano Envios agents on tracking and updating addresses
activities dropped by 25 percent, freeing them to provide additional client
services

Read more at https://developers.facebook.com/success-stories/urbano-envios

*All results are self-reported and not identifiably repeatable. Generally expected individual results will differ
Source: Urbano Envios WhatsApp Success Story, February 2023

Proactive customer address

1313 D &

& #aie Urbano v

URBANO le informa que en los
proximos dias realizaremos una
entrega de ABASTECIMIENTOS
URBANO POSTAL, con numero de
guia G236630617.

URBANO no solicita niimeros,
claves ni cédigos de tarjetas del
cliente.

Verifique su envio en:
https://urbanoec.page.link/XPfe

La direccion que tenemos
registrada para la entrega es

*kkkkk kk hkkkk hhkkkkdk hhkkkkkk kkk

en la ciudad de ***

Fekdkk

La actualizacién de direccion no
constituye la modificacion de sus
datos en ABASTECIMIENTOS

URBANO POSTAL.

¢ladireccion es correcta? o,

SI NO

Mensaje Ao © ] o
< x

I @)

and accurate




@Shiprockef + {(&kaleyra

Shiprocket Engage helped in reducing
RTOs for sellers and enhancing customer
response rate with WhatsApp

45% 90%

reduction in RTO losses increase in contact rate
using automated WhatsApp in comparison with
workflows traditional
communication channels

Enabling end-to-end logistics solutions to SMEs and D2C retailers

Assisting sellers in verifying orders and delivery addresses

Reducing RTO losses and non-delivery of orders for sellers

Enabling order tracking and higher brand recognition

Read more at https://meta.highspot.com/items/64761fdcd51a07e5fb6a27e0

Note: This link can be accessed only by Meta partner and internal employees

Caiirce: Client-annraoved meaciiremente WhateAnn Qiiccace QLtary

612 wil 20 -

<1 P 4918501951543

8 Messages 10 this chat and calls are row
secured with end-10-end encryption.

+91 85019 51543 may ute another COMPanY 1O
Stoce, 1ead, and respond 1o your messages and
calls. Tap 50 learn more.

1 UNREAD MESSAGE

Hello Puneet 1 Thank you for shopping
with Vista Store.

Here's your order summary:
Order ID: 2069092789

Products:
abe prod

Order Total: 23.00
Payment Type: Cash on Delivery

To unsubscribe from WhatsApp
notifications, simply reply "Stop’.

WhatsApp COD to
RTOs and non-deli

612 il 4G -

{1 B 4918501951543

+9185019 51543 ~918501951543

Hallo Pusset ) Thank you for shopping with

Mare's your ceder summary:
YT W%

s
Puneet )

Vista Store & w1 uitzardt a0 & Ay

P cicd]

ey smde wwdl:

adréz sl 3069092789

wigae:
abe prod

itk g e 23.00
9z T wER: COD

RNy AfEdr o) dz o ¥ &,
*Stop" ferera W

Switch Language


https://meta.highspot.com/items/64761fdcd51a07e5fb6a27e0

+ UNIFONIC

*

Ensuring faster, more accurate
deliveries and improving customer
service with WhatsApp

90% 90%

reduction in call customer inquiries
center wait times with resolved within
addition of WhatsApp WhatsApp

75%

reduction is business
support costs
attributable to
WhatsApp

* SPL saw customer service response times improve by 30% with WhatsApp

«  With WhatsApp, SPL gets shipments to destinations much faster with a lot
less interaction required. SPL registered 15 million people for the national
address system and managed 40 million shipments across the region

Read more at https://developers.facebook.com/success-stories/spl
Source: Client-approved measurements, WhatsApp Success Story

Customer request and/or.

1:41 =@ e Tl 66%m

€U L | gronadl iyl @

Today
@ This business works with other companies to manage this chat. Tap to learn more.

Hello, | am Maha, your virtual assistant from Saudi Post | SPL

S 4

You can inquire about the following services by typing or voice
recording the name or number of the service:

Track Shipment
National Address Services ¢
Request Proof of Address

Alami 6

(&) Nearest Post offices and Parcel stations
Price Calculator
Saudi post | SPL Products S

You can get your National address by selecting My National
Address, or enter the short address and share your location to

find out a national address by selecting Share Address ‘-r

1:38 PM

My National Address
Share Address

Services Menu

Message
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STURCE: + sOx tyntec
<& source.one ¥

Building a profitable and fast-moving

Product: grade 40, iocl 3120ma cp

petrochemical commerce platform

We are checking stock, for your
below Order:

using WhatsApp

Product: PP CP IOCL 3120MA
12mfi

- Payment: AGAINST DELIVERY
x I n s Qty: 10 tons
Price: Rs 107.60/Kg + GST

. Delivery: UDAIPUR
growth in customer (USD) in revenue average WhatsApp Billing Entity Name: PIL ITALICA

base in three years attributable to transaction time: LIFESTYLE LIMITED (DN)

You can avail 20p Discount, by
WhatSApp reduced from 6 to 8 converting this Order to Advance.
hours .
To confirm the details above, pls
click YES 11:45 AM
¢ Source.One manages 35,000 pricing updates and 25,000 requests for price YES

quotes handled daily on WhatsApp Message

* Source.One launched a B2B commerce platform on WhatsApp, growing its
customer base 10x in three years. Satisfied customers become repeat
Customers, leading to a big increase in revenue

Read more at https://developers.facebook.com/success-stories/source.one
Source: Client-approved measurements, WhatsApp Success Story

Customer reques



estarfeta - Q Auronix

Simple, convenient package shipping services
with WhatsApp Business Platform

95% 90% #1

of interactions don’t need customer satisfaction rating channel for all customer
live agent support with a 22% increase since service communications
implementation

- Using WhatsApp Estafeta delivers an easy-to-access digital service offering
businesses and individuals quick access to the latest package tracking and
delivery information.

- Estafeta efficiently manages millions of incoming customer inquiries about
quotes, tracking numbers, branch locations and hours, and other details with
WhatsApp.

- Streamlined customer service interactions through WhatsApp frees up time for
call center agents to focus on more hands-on, higher-value customer services.

Read more at Estafeta: WhatsApp Business Platform case study
Source: Client-approved measurements, WhatsApp Success Story, 2021

< 28 @ Estafeta & 5y

¢Como puedo ayudarte?

¢Como quieres enviarlo? 17:08

Sobre Paquete @

Estafeta
@ ;Como quieres enviarlo?

Paquete G 17:08

Para cotizar tu envio, necesito mas detalles de
las dimensiones y peso. "

@ Introduce el peso en kilogramos (usa solo
numeros).

Maximo 70 kgs. Si tu envio excede este peso,
escribe "ASESOR" para ser atendido por un
Especialista. & 17:04

+ . 0 ®9

Y No Hola

11213145161 7]8})9]0

EstatefaBot Virtual As|
package se


https://developers.facebook.com/success-stories/estafeta/

tyntec

SCURCE: + (X

Making business processes more efficient
with the WhatsApp Business Platform

30% 1500 600

customers served via
WhatsApp in six
months

monthly increase in conversations in
revenue WhatsApp

« Source.One wanted to help its manufacturing customers source the raw
materials they need using a more efficient and convenient communication
channel.

« After opting in for WhatsApp services, customers would receive customised
updates about their purchase and the availability of other products.

« After implementing WhatsApp, Source.One was able to communicate faster

with customers wanting to purchase products, leading to increased revenue.

Read more case studies on Meta for Developers

Source: Client-approved measurements, WhatsApp Success Story, 2020.

+

9:41

'S

- Source One @
Prices are final and subject to availability.

To opt-out from Price Updates, Pls Reply with

“DISCONTINUE"

Source.One

We book order for 2001 A opal 10t

We require immediately.

For silvassa.

Thanks! Your order is being
processed.

Arunji plz add my friends sagar
9822747888 for PP MOLDING

From swami polytech jalagaon

OK, the additional contact has been
added.



https://developers.facebook.com/success-stories/?filters%5B0%5D=business_tools&filters%5B1%5D=cms_developers_whatsapp_business_platform
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Food Delivery Platform Boosts Conversions & < @ s |
New Orders with WhatsApp Business Platform = oiawiedeiroos

Cliqgue em 'Quero!'para receber
um CUPOM de R$30 no seu
primeiro pedido!

3 ; X 2 [ | 5 X Para parar de receber este tipo de

mensagem, envie "Sair"

@ 7 92%%h

more conversions more conversions compared @ Quero!
compared to SMS to push notifications Salve, freguesia! s

Hoje eu vim de Zap s0 pra te contar

IFood started conversations on WhatsApp with new S b,

lanche da tarde, acompanhamento,

customers that had downloaded the app but hadn’t & tudo por APENAS :99,00.89

Agora corre pro app do iFood e

yet placed their first order. e

digitar SAIR

(2 Abrir 0 app

By re-engaging customers with valuable promotions,
IFood helped customers place orders with dramatically
higher conversions vs. other channels.

Read more case studies on Meta for Developers
Source: Client-approved measurements from campaign in July 2020, WhatsApp Success Story.



https://developers.facebook.com/success-stories/?filters%5B0%5D=business_tools&filters%5B1%5D=cms_developers_whatsapp_business_platform

. \y’haptik

Enabling customers to place food orders
while travelling on a train from low data
network areas

7K-8K 8% 10-15%

daily chat sessions incremental growth increase in monthly
effectively being in orders orders
resolved by Ziva

70%

reduction in
operational issues
arising from poor
internet connectivity

* Assisted in improving the customer experience of ordering food on trains

* Passengers could pre-book meals, track orders, and place orders from low
data network areas

* Minimized operational challenges by 70% & increased orders by 8-10%
* Delivered CX in in tier 2 and tier 3 cities

Read more at https://meta.highspot.com/items/64762066fe02cdeed1ecd4d6

Note: This link can be accessed only by Meta partner and internal employees

Source: Client-annroved meac<iiremente WhateAnp Sticcece Storv

4 @ Zoop &

Zoop

Welcome to Zoop, Shalki! &)

I'm Ziva and I'm here to help you order
delicious food straight to your train seat.

@© Order Food
Get delicious meals delivered
straight to your train seat!

11:02 AM &/

Your Zoop meal is only a few
clicks away.

Please share your 10-digit PNR

number to proceed e

Click to enter PNR

Zoop

Your Zoop meal is only a few clicks
away.

Please share your 10-digit PNR numbe...

Click to enter PNR

11:02 AM &/
Please enter your 10-digit PNR @
below 11:02 AM
_|_
Integrating WhatsA

can provide an efficie
anc


https://meta.highspot.com/items/64762066fe02cdeed1ecd4d6
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CENTALINE PROPERTY +
HREREFRASF C-000227

Sanuker

Delivering responsive customer services with
WhatsApp Business Platform

97% 137%

of new leads enter increase in leads in the first
through WhatsApp month

27%

increase in sales
conversions

Using the WhatsApp chatbot, customers can search for properties based on location,
price, size, and other details, and that data is tracked directly in the app.

Just one month after launching the chatbot, 57% of the company’s new leads started
coming through the WhatsApp Platform, resulting in a 12.8% increase in qualified calls
to the agency, and a 27% increase in sales conversions.

The initial interaction with the chatbot facilitates a better, more interactive connection
with the agency and saves time, resulting in more homes purchased compared to
traditional channels.

Read more at Centaline Property Agency: WhatsApp Business Platform case study
Source: Client-approved measurements, WhatsApp Success Story, 2021

718 7

<1 @) wmnEe

HRRiE
TERRIRARS 2

EE_% FH7:16 W/

& budget &% §% ?

=B

R hE
B budget % % 8% ?

800EE12008 -+, »
- N———
RIEHREIAT B¥IL3E800EE
1,200 8 #HN1EH : o

BrE 2B EEG

T - £$1188E - E649IR - 12
772IR - 3

BEHE:

httos://hk.centanet.com/

_|_

Example of a property
appoint
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zendesk

Making WhatsApp accessible to all Zendesk
customers by migrating to the Cloud API

100% 90% 2X

of activation costs engineering time and effort increase in message output
eliminated for eliminated from infrastructure per second
Zendesk WhatsApp maintenance by migrating to
customers Cloud API

. By migrating WhatsApp Business Platform to the Cloud API, Zendesk
eliminated 100% of activation costs for Zendesk WhatsApp customers.

. With the migration to the Cloud API, Zendesk eliminated 90% engineering
time and effort to update infrastructure, grew the numbers of its new
customers on WhatsApp by 300%, and saw 2x increase in message output
per second.

Read more at Zendesk: WhatsApp Business Platform case study

Source: Client-approved measurements, WhatsApp Success Story, 2022.

5:36 7

1[ Zendesk

I'm out of users and | have a new
employee starting next week.
5:29 PM

No problem, adding additional users is
easy. Here's our self-service menu:
5:30 PM

What do you need added to your
account? 5:30 PM

= Make your selection
Zendesk
What do you need added to your account?

Small Bundle
Five new users 5:30 PM

Great! Those new users should now be
available. 5:33 PM

Can | help you with anything else? .55,

No thanks @) 5220y

How would you rate your support today?
5:36 PM

Good Bad

Zendesk
How would you rate your support today?

Good 5:36 PM v/

C ©® 9



https://developers.facebook.com/success-stories/zendesk/

Justdial

Justdial deploys WhatsApp Business
Platform to provide efficient and effective
customer support

Instant 27%

Response rate for standard Increase in visits to the
queries listed on bot + tickets chatbot in 2 months
raised were addressed and
resolved within 48 hours

e Enables faster resolution of queries
» Better tracking of customer journey
* Enables easier customer onboarding

e Creating seamless customer feedback mechanism

Read more at https://meta.highspot.com/items/64761dfcfe02cde1cd1eaaf0
Note: This link can be accessed only by Meta partner and internal employees

Caiirce: Client-annraoved meaciiremente WhateAnn Qiiccace QLtary

Jd Justdial @

Hey 50 AM

Which business listing can we help
you with?

Please type:

1. Pradeep Store Ltd
2. Zxy Niro Shoes Mal
3. Sanjanaxyz

4. SSD Stores

5. Meena Ltd

6. Sapna Florist

. Tip 1: To make a selection type a
number from the above list e.g. 1

. Tip 2: To make another selection
type #

Track the custome
ensure your use ca

they are ¢



https://meta.highspot.com/items/64761dfcfe02cde1cd1eaaf0

Messenger / Instagram Direct

Magazinewuiza

SEPHORA

<0 Q Joybird v
. 9:41 il B
A G .
L U U n a amaro C b There's no place like home. Surround yourself ic Me
with things you love, and create your perfect...
[ g USRS L o i, what is your most
= ular items??
Natural Elegance id-d
Understated yet stylish € e p Y
»
to k - g
4

Shop this Room
A am agra

Hi Kelsey, Joybird here to help

View Profile
Py . .
~ h Ismi I e create your perfect sanctuary

B I =

sssssssss

Ready to design your
e custom sectional?

ite as well
) lweenc
Juc

Yes, get started!

o W

Here you can find our latest case studies https://developers.facebook.com/products/messenger/success-stories/



https://developers.facebook.com/success-stories/?q=INSTAGRAM%2C+INSTAGRAM
https://developers.facebook.com/products/messenger/success-stories/

Automotive

2 CPG
3 Entertainment
Vertical Quick Links _
4 Ecomm & Retalil
(Messenger / IGD)
5 Financial Services
Skip to the desired vertical case 6 Nonbrofit
studies by clicking on the quick SONpIoTE
links here 7 Travel and
Hospitality
8 Transportation &

Logistics
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e .. carrefourfrance ©
Carrefour Alcméon ) Pl O

Qui dit nouvelie annde, dit astuces
Engaging customers through creative st el
consistent content with marketing messages

Pariciles bons plans de la
e semaine @

5x  45%  +53

increase in subscriber list average view NPS for receiving
growth attributable to rates through flyers via WhatsApp
Instagram, Messenger and Messenger alone
WhatsApp

Carrefour built a successful omnichannel approach to customer outreach, including
marketing messages in Instagram. The company grew its contact list while

generating high average message view rates, subscription rates, and customer

. . Les catalogues de la semane Nos Deals {
satisfaction rates. = Natee rerdioz
. Marketing messages allowed the retailer to successfully shift from print to Catalogue Hyper lN.
digital distribution of their weekly flyers - Catalague Market
. Marketing messages in Instagram provided Carrefour with a versatile,
highly scalable way of engaging shoppers while cutting costs and achieving
long-term goals for sustainability TS 08B

Read more at:https://developers.facebook.com/success-stories/2-carrefour/
*All results are self-reported and not identifiably repeatable. Generally expected individual results will differ.
Source: Client-approved measurements, Carrefour Marketing Messages Success Story, May 2023
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plazavéa

Optimizing service calls with Messenger

By adding an automated messaging experience Plaza Vea serves customers

24/7 and deflects the majority of calls to Messenger as a self-service channel.

With IVR deflection they were able to cut customer support costs by more
than half, reduce the call center load, improve customer satisfaction, and
enable the business to grow without increasing the size of its support center.

95% 82% 15% 90%

of customer inquiries of customers using self- customer satisfaction
fewer contact center agents

automated service Interactive Voice i rating
required
Response choose

Messenger

Source: https://developers.facebook.com/success-stories/plazavea

*Results are unique and are provided by the featured business. Success story results will vary as they depend on a variety of factors.

e
plazaVea
<e e Activo(a) ahora

DTGV IO 1O VLIV WS GO,

Contactanos

Contactanos

Chatea en linea
Deja tu mensaje

L, (01) 625-8000

Chatea en linea

Ahora estas en contacto con un
asesor, por favor escribe tus
dudas o envianos una nota de
vozZ y te responderemos en un
momento:
=]
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AMARO

Promoting excellent customer care with
Messenger, Instagram and WhatsApp

When Brazilian D2C women’s fashion retailer AMARO wanted to answer customer
queries faster and more efficiently, it turned to digital customer service expert Kustomer
for assistance. After identifying AMARQ’s needs, Kustomer built a customer automated
flow for Messenger and the clothing brand then integrated Messenger API for Instagram
to extend its automated experience across the Facebook family of apps. AMARO now
has a customer satisfaction score of 88% and 85% of customer queries are resolved

Get Started

Miro, quer saber mais sobre a

on first contact. AMARO? Escolha um tema:
reduction in phone support costs customer satisfaction score since

since implementing Messenger implementing Messenger, Instagram

Handover Protocol, Messenger API and WhatsApp

for Instagram and WhatsApp

Business API
Tem no shopping?

Contato

Source: https://developers.facebook.com/success-stories/amaro/
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SARENZA.

Managing a 6X increase in customer queries
on Messenger and Instagram

Sarenza closed down its phone service and focused on providing customer care via social e :
< O Sarenza

messaging platforms such as Messenger and Instagram. The shoe company worked with
social commerce specialist Alcméon to build an automated experience for Messenger that
included answering frequently asked questions using quick replies and transferring
customers with complex queries to human agents via a seamless handover protocol.

Sarenza @ )
4 o : Jaime

T

channel to celebrate its 15th anniversary. 8

Accueil  Publications Vidéos Photos Api

of customer queries increase in incoming messages via

Sarenza also integrated Messenger API for Instagram so customer messages received on

Instagram were directed to Messenger, and launched Instagram as a new customer care

A propos

a.com,

Messaging share grew from
5to 25% in 2020

resolved via Messenger and Instagram (compared

automation to pre-COVID message volume)

Business API

Source: https://developers.facebook.com/success-stories/sarenza

WiSFR & 16:55 95 % )
@& sarenza.com ()
Parlez avec nous sur les réseaux
sociaux
Depuis Messenger
Depuis Instagram

@ messenGer

INSTAGRAM

TOP 3 DES QUESTIONS FREQUENTES

wil SFR 4G 12:02 89 % - 4

<0 a Sarenza (V-]
wr

Sarenza @

Bienvenue chez Sarenza !

Célia Litvan,

BIENVENUE CHEZ SARENZA !
et bonne année 2021 &

Je suis Zoé,
votre assistante virtuelle g

! Ne touchez pas a votre
clavier == pour le moment

e Suivez mes instructions & °

BOoQ ¢ ® b
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UL5)9 52l
Bath&BodyWorks

Resolving 42% more customer service queries
with Messenger API for Instagram

Throughout 2020, Bath & Body Works Arabia saw a boom in message volume across
customer care channels, but especially Instagram, and needed to find a way to streamline
direct messages into its customer relationship management platform, provided by Emplifi.
By integrating Messenger API for Instagram, the personal care brand’s team not only
responded to customers on Instagram faster and more efficiently, but boosted resolved
conversations by 42%.

2.8% 42%  40%

increase in incoming queries improvement in resolved operational time savings after
via Messenger and Instagram conversations implementing Messenger API for
Instagram

Source: https://developers.facebook.com/success-stories/bathandbodyworks-arabia
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SHEIN

Improving customer service response time by
73% with Messenger API for Instagram

As fashion retail site SHEIN’s customer base grew, so did its message volume on Instagram.
The brand needed a solution for consolidating and organizing the direct messages, comments,
and mentions its customers using Instagram sent, and used Messenger API for Instagram to
route the customer communications to Zendesk. After the integration, SHEIN’s custom care
team was able to boost first-response reply time by 73% — learn more about how they did it
today.

73% 90% 18%

decrease in first-response increase in number of improvement in overall service-
reply time after Messenger Instagram messages SHEIN level agreement (SLA) for

API for Instagram integration customer service agents could comment and ticket responses
with Zendesk respond to in one hour

Source: https:/developers.facebook.com/success-stories/shein

1. SHEIN

Instagram Direct User

love your clothes ;)
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4@Cean

Providing excellent customer service with
Messenger and Instagram

7 Mentioned you in a story: View story
2 4 @ amy karr Greenchicife

Sustainable jewellery creator 4ocean worked with customer experience software

company Clarabridge to efficiently organise the messages it received on Messenger and . - o ::""n @ et 10Q

Instagram Direct Messenger, as well as tags in Stories and Mentions. Using Clarabridge . Dt S wa Gt cary 5 018 o,
Engage allowed 40Ocean to organize its tags, messages, and mentions by platform in a e & 9m @ @ ey b ogrnchictosotaprvate 1+ @)

centralized folder that enabled the retailer to respond to people quickly and efficiently 0@ B

.Since integrating with Clarabridge and Messaging API for Instagram, 4ocean has Frtogaph o vt s

served 15,000 consumers since July 2020 and 76% of customers receive a response © @ e O vecm

within 10 minutes. BRI

+ indiroct mention 40ce...

[ o @ @4ocean

Hi there Daniela, thank you so much for your
interest. What did you have in mind for Earth Day?

76% 100% 30%

of. CL.JStomeltS received a response of relevant daily r.nessag.es received estimated increase in daily message
within 10 minutes (compared to 24hrs  a respo.nse after integrating response rate after integrating
before the Messenger API for Clarabridge Engage Clarabridge Engage

Instagram)

Source: https:/developers.facebook.com/success-stories/4ocean/
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)] DEICHMANN

Moving closer to customers and putting its
best foot forward with Messenger

Deichmann used the conversational commerce platform from Spectrm to design, launch, and optimize an automated
Messenger experience named the Virtual Shoe Assistant. The automated flow used the Quick Replies feature for faster
responses, as well as photo carousels to showcase products and provide customers with recommendations based on
their preferences.

People were then sent to the relevant product page on the Deichmann website to complete their purchases. If any
customer query was too complex, the conversation would be automatically handed over to the Deichmann customer care
team.

To promote its Messenger-powered digital assistant, the foot retailer ran a campaign of Facebook ads that click to
Messenger. The ads showcased the value of the Messenger experience and highlighted how the conversation could help
shoppers explore the range of shoes Deichmann had to offer.

85% 30% 23%

click-through rate for

incremental purchases decrease in cost-per-additional
the Messenger . . .
i than business-as-usual conversion for campaign that
experience campaign of link ads included ads that click to
Messenger

.Source: Meta Success Story, Mar 2022

AT
2(12] m Deichmann

Deichmann &

Company

Hi Basti Willkommen bei Deichmann @/

Get Started


https://developers.facebook.com/success-stories/deichmann/
http://drive.google.com/file/d/1uEDJxt19ggdA8y07Yv1hfbW_smvYyo4-/view

Boosting customer satisfaction by 9.5 points
with Messenger API for Instagram

Global fashion retailer H&M found it challenging to manage the vast volume of
Instagram direct messages it received daily. To streamline all of its online
conversations, the brand partnered with customer experience specialist Sprinklir to
incorporate Messenger API for Instagram into its communication platform. Since this
integration, the fashion brand has seen great improvements in business efficiency and
has been able to deliver a high-quality customer experience, with a 9.5-point boost in
customer satisfaction and a 31% improvement in average response speed.

9.5 8.7 31%

point improvement in point increase in improvement in average
customer satisfaction net sentiment response speed
score

Source: https://developers.facebook.com/success-stories/hm

9:41

Tap for details

AM

hm &
Instagram
36M followers « 6.1K posts
You followed this Instagram account since 2019

View Profile

Are your shops in the UK open?

We're happy to say that
our shops in England and
Wales are now open. For
Scotland and Northern
Ireland, our shops are still
closed but we can't wait
to see you soon! If you
need your fashion fix,

4y  hm.com is always open!

@ Message...
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country bean

< cb countrybeancoffee # % CI]

Drive sales building a better customer

experience using Messenger API for Instagram e e o

café style frothy coffee at home with our...

cb Or click below

Country Bean aims to bring the cafe-like experience, such as fancy lattes and
Explore Offersiy
cappuccinos, to customers’ homes at a low cost. To continue to engage their online
. . . . . cb Hereare our latest offers [t
community, they built an automated messaging experience to respond instantly to
customer inquiries and make it easier to purchase products using messaging
channels. As a result, they saw a 16% in sales lift. Response times also plunged Use code INSTA10 for 10% off

from hours to seconds, and time spent on customer service dropped by 90%. sk

Browse our store: https://
www.countrybean.in/collections/
» combo-offers

o o Combo Offers on Best Flavoured
Coffee in India | Country Bean
o o Get combo offers on our collection of best

flavoured coffee. Enjoy the taste of both
Cb worlds with the combination of hazelnut...

SEIES i Reduction in human Second response time

chat time

@ Message... & (%

Source: https://developers.facebook.com/success-stories/country-bean
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ChicMe -

is your virtual assistant. Click the

LY

button to get a surprise! &3 &3 &
- ¥

Bringing custom-fit messaging to
shoppers through Recurring
N Otifi cat i O n S Please choose the subject of your

question below or ask me directly.

Are you looking for below

ChicMe wanted to update its digital marketing efforts, finding ways to reach customers MIGEIMIONE
beyond conventional email and SMS campaigns. As ChicMe regularly debuted new pro-salofpayment
clothes and products, the company looked for consistent, relevant ways to engage Order Related
shoppers. When ChicMe launched Recurring Notifications during a two-month

@ Return&Refund

campaign, the company saw average open rates increase, higher revenue per customer,
. . Chick here
and more first-time customers make repeat purchases. -

Learn More

o " Welcome to ChicMe!
o Subscribe for enjoy your
o o MYSTERY ¢} discount!

You may receive additic
1 this topic over the next 3

revenue increase per ) )

. p. average open rates for of first-time buyers made Get weekly messages

customer via Recurring ) ) @ @
messages with repeat purchases with

Notifications over email ) o . e
Recurring Notifications Recurring Notifications Get weekly messages o)

© As ® b

Source: https://developers.facebook.com/success-stories/chicme-messenger-api/

*Results are unique and are provided by the featured business. Success story results will vary, as they depend on a variety of factors.
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9)
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o .
-ﬁi—tiﬁ % 4 ' ZFEHF Kee Wah Bakery

kee wah bakery

Giving customers a taste of relevant, T e
H - Bt SR & HEE EHMIES
consistent engagement with Messenger DT BRI SR 735
RAHFHIESHEBE ~
Kee Wah Bakery looked to transform its digital marketing and entice more customers 8 ATRISAER

to explore its culinary delights online. Though the Kee Wah Bakery team maintained
a robust social media presence and email campaigns, they wanted more insights into
sustained, consistent engagements targeting shoppers with relevant offers. By

T RR

launching a 10-day campaign to debut Recurring Notifications through automated
messaging experiences in Messenger, they saw customers respond with high opt-in
and coupon redemption rates.

30% 80% 30%

IREJBERTEARK 127 BIREI X F XD E

RINEZHER,

IEEHEEES I BN €0 IR of customers opening a RS e
rates compared to 0.3% opted into Recurring . . HE .
- coupon through Recurring
with email Notifications

Notifications redeemed it REENTETLEG

0OQ ¢ r ®

Source: https://developers.facebook.com/success-stories/kee-wah-bakery/

*Results are unique and are provided by the featured business. Success story results will vary as they depend on a variety of factors.
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LARIN

Enhance personalization and enable
shoppers to make purchases with

Messenger APl & Messenger API for
Instagram

Clarins Malaysia develops a full-service customer experience platform enabling
shoppers to make purchases and consult with beauty coaches without leaving
Messenger or Instagram. The result is a winning strategy that builds momentum

during the year-end shopping season and can drive more engagement and
orders.

70% 98% 60% 2X

f order me from . . more online traffic
of orders came fro of all orders were a result Increase In gross
M nger an . . . . compared to in-store
essenger and of virtual consultations with merchandise value P
Instagram . . traffic in under two weeks
stagra beauty coaches with the campaign

Source: https://developers.facebook.com/success-stories/clarins-malaysia



https://developers.intern.facebook.com/success-stories/clarins-malaysia
http://drive.google.com/file/d/1IGEIAtBdUCOXR8oGFOTcvRcGTKiwrFLI/view
http://drive.google.com/file/d/1iBWzUqIyJFtkvtL1m_bT-PBUv69B-WFx/view

Travel
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KLV

Combining Messenger platform features and
machine learning to provide faster and more

efficient customer service

.In March 2020, travel restrictions put in place to combat the coronavirus (COVID-19) pandemic meant
that travellers needed assistance with rebooking planned trips and scheduling repatratration flights.
Because of this KLM Royal Dutch Airlines received upward of 50,000 messages a day and needed to

find a better way to manage and prioritize incoming queries. KLM’s in-house product team enhanced its

Messenger experience by using machine learning for pandemic-related queries and introduced a new

prioritization model to determine the urgency of a conversation. Learn more how these measures helped

KLM respond faster on Messenger, one of their customer’s preferred communication channels.

10% 20%

of the queries related to the COVID-  of all incoming queries received on
19 pandemic received on Messenger Messenger were supported by

were resolved with the automated automation, resulting in faster and
experience more efficient replies from human
agents

Source: https://developers.facebook.com/success-stories/kim

15

minute average response time for

conversations prioritized as urgent,
with almost real-time response time
for those prioritised as most urgent

13:06 7

-~
¢{ (=) KLM Royal Dutch Airlines
A

Kl M/
=
KLM Royal Dutch Airlines &

Airline company

Get Started

@ - Welcome to the official KLM
account! I'm KLM 's virtual
assistant and you can ask me
anything.

© Travel with confidence
»= Flight schedule

() Coronavirus FAQ
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URBAN
: LIST

Empowering consumers to choose their
own adventures through personalized
messaging

Urban List Perth looked to create personal experiences with consumers who
increasingly communicated with brands via social media channels, instead of email
campaigns or websites.

The company also needed to continually re-engage customers with consistent,
relevant messaging related to the brands and businesses it works with through
Recurring Notifications.

88% 10%  97%

click through average

. growth in opt-ins each read through rates on bulk
rates on Recurring )
e day during 12-day messages through
Notifications . . e
campaign Recurring Notifications

Source: https://developers.facebook.com/success-stories/urbanlist

10:53 4

<©

i Urban List Perth

<3 3¢ =~ Boom! Your entry
is received.

Winners will be announced
daily on Facebook.

Want to stay in the loop of
more prizes up for grabs? Tap
'Get Daily Messages' below.

Learn More

Urban List 12 Days of
Christmas Giveaway

You may receive additional
messages on this topic over the
next 1 month.

Get daily messages
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Consumer Goods
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Boosting qualified sales leads by I NEEDEDSOMETHING
30% with Messenger API for

Instagram

Part of the L’'Oréal group, Kiehl’s is a luxury beauty brand that offers a variety of high-end and
premium skincare products. It was founded as an apothecary in 1851 and since has evolved
into a skincare company that prides itself on using natural ingredients and dermatologist
solutions. Kiehl's Malaysia worked with automated conversational commerce expert Jumper.ai
to integrate Messenger API for Instagram and build an automated experience for Messenger.
Using the digital assistant, Kiehl’s could more easily connect with people on Instagram and
have a conversation with them via Instagram direct messages. They saw™:

QY

o o 532 views
mykiehls Thinking about teenage acne has got us
o o @ But fret not as @Putreeo is here to share with you

her secret on fading dark spots and post acne marks!

lified lead . t Comment #ShopKiehls now and talk to us if you're
more qualitied leads -conversion rate struggling too. We'll drop you some samples so you

compared to other from consultation too can leave it in the past.

channels to sales #myKiehls #KiehlsClearlyCorrective

A Q © @

Source: https://developers.facebook.com/success-stories/kiehls/

*All results are self-reported and not identically repeatable. Generally expected individual results will differ.
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FACTOR_

Ensuring conversational
efficiency with Messenger '

Thanks for contacting Factor!

. . . Reply with your account email
As healthy meals delivery company Factor_gained more customers, it also and your question OR follow the

link to chat with us on

gained more customer service calls and quickly needed to improve R

operational efficiency. It achieved this by partnering with customer service
expert Chatdesk and using its platform to reroute customers with simple
queries to Messenger. With this system, Factor_ achieved a customer
satisfaction rate exceeding 90% — gain more insights into how they did it by
reading the full success story.They achieved:

0O®@@® +« ®

Qf M HE| IR BTN B 1N ElS 1@ |2

$3-5 90% s opesup the s

BzxcgveNm @

savings for every call deflected via customer satisfaction rate for

IVR due to increased customer Messenger support in 2020 123 & 0 space return
service agent efficiency (January—

December 2020)

Source: https://developers.facebook.com/success-stories/factor/
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http://drive.google.com/file/d/1XNeDQ5n_n3X7s3pUZa9rvcXLQXYlG5Iy/view

Outer Aisle.

Increasing click-through-rate and sales with
Recurring Notifications for Messenger

Outer Aisle builds strong connections with its community, increases the average
order value, and supercharges its click-through rate with Recurring Notifications for
opted-in customers. Customers can purchase individual products or subscribe to
deliveries for their low-carb gluten and grain-free breads, pizza crusts, and wraps
made with cauliflower, broccoli and fresh, simple ingredients.

3.4x  20x 30%

increase in CTR increase in CTR

. increase in average order
compared to SMS compared to email

value (AOV)

Source: https://developers.facebook.com/success-stories/outer-aisle

*Results are unique and are provided by the featured business. Success story results will vary as they depend on a variety of factors.

This ad has been shared with you.

@ Outer Aisle
® Sponsored (demo) - @
Still on the fence? How about a FREE trial pack. It's

the yeast we can do. ¢/
... See More

OPENS IN MESSENGER

Get Your First Pack FREE &~ © Learn more

QO 18 113 Comments 11 Shares @

oY Like () Comment ©> Share

® ® =

News Notifications Menu
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UNIVERSAL . /2\ Amplify.ai
oo Py

Engaging fans and driving ticket sales with
sustained interactive marketing messages

92%  +14.1 99%

read rate for point lift in engagement rates for
marketing messages awareness marketing messages

Universal Pictures used marketing messages to build fan engagement for its movie
M3GAN, resulting in high opt-in and engagement rates, as well as significant view
rates for ticket-buying options.
. 100,000+ showtime look-ups sent through marketing messages*
. Tens of millions of messages exchanged with fans via chats in marketing
messages™
. +20 point lift in ad recall, +14.1 lift in brand awareness
. 2x higher intent to see the movie than industry norm
. 19% increase in total reach of P18-24 audiences compared to business as
usual campaigns
Read more at: https://developers.facebook.com/success-stories/universal-m3gan

*All results are self-reported and not identifiably repeatable. Generally expected individual results will differ.
Source: Client-approved measurements, Universal Pictures Marketing Messages Success Story, June 2023

2:07

< e meetm3gan &

meetm3gan would like to send you
additional messages, which may be
promotional. Learn More

W/ LTE@ )

Stefan, can we chat later?

We'll send you up to 1 message per
week on this topic. You can opt out
any time.

Get messages

You've chosen to receive messages on
the topic: Stefan, can we chat later?

@ Message...

Manage

9 4
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#]%?( + &Amplify.ai

Delivering engaging subscriber content to

Usly chose Lo recesve

mgm . - messages: You know you missed
fan communities with marketing messages
o o
90% 58% 167K
open rates for weekly of subscribers messages with fans
marketing messages engaged with through “GG
in Instagram private replies Tipster’” campaign

HBO used marketing messages in Instagram to organically and cost-effectively
generate fan enthusiasm by reaching viewers on one of their most active, frequently

L Ashes, ashes, they all
used communication channels fall down.
. The network sent weekly reminders written in the irreverent tone of Gossip GRisoce {v tomorrow only
Girl herself straight to fans’ Instagram direct messages by
. . Watch E8
. Marketing messages allowed the network to explore creative concepts that ==
fully immerse fans in their favorite shows, which translated into 38 percent Create a Tip
total engagement with marketing messages in Instagram - over 1.7 times ®

the industry benchmark

Message...

Read more at: https://developers.facebook.com/success-stories/hbo-gossip-qgirl
*All results are self-reported and not identifiably repeatable. Generally expected individual results will differ.
Source: Client-approved measurements, HBO Max Marketing Messages in Instagram Success Story, April 2023
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Increasing customer satisfaction and
driving sales with Messenger

When Mexico-based cinema company Cinépolis wanted to provide its customers
around the world with a more convenient online customer service experience, it
partnered with GUS to build a multifaceted automated experience for Messenger that
could provide showtimes, sell tickets, and answer FAQs. With Messenger, Cinepolis
reported that 90% of customer conversations were resolved through automation.

8.7x 95%

higher conversion rate on Messenger less cost per client acquisition for
compared to email Cinépolis’ subscription service
compared to other social and search
channels

Source: https:/developers.facebook.com/success-stories/cinepolis
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http://drive.google.com/file/d/1u44ubnKY5BMZyB9qNzerLkOgvOtRtR-n/view

Ticket

Accelerating customer care and improving
productivity with Messenger

Developing an automated chat experience with Messenger enabled eTicket
to automatically deflect calls, increasing agent productivity while avoiding the
costs of doubling its call centers. Through the chat experience, the eTicket
team also leveraged Recurring Notifications to keep fans informed of the
latest updates about ticket purchases and upcoming events.

65%

of customers who received
Recurring Notifications
made a same-day

46%

of fans engaged a

2%

of fans connecting with

Messenger opted in for Messenger-automated

Recurring Notifications experience after their

first notification
purchase

Source: https://developers.facebook.com/success-stories/eticket/

Results are self-reported and not identically repeatable. Generally expected individual results will differ.

Opt-in prompt to receive Recurring Notifications
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http://drive.google.com/file/d/11VNmROlv1WUz-HsVXRP92s-yUMyZQJWW/view
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@ Save the Children

Boosting donations by 29% with an
automated Messenger experience

When the German arm of the non-profit organisation Save the Children needed to
encourage people to donate, it partnered with conversational marketing expert
Spectrm and Facebook Creative Shop to build an innovative, engaging Messenger
experience to communicate its values, tell the story of the children it benefits, and
inspire trust in the organisation. After promoting its brand awareness campaign for one
month, Save the Children Germany saw a 29% lift in donations.

29%  1.6M 6.1M

lift in donations (from people who of relevant daily messages received estimated increase in daily message
saw the ad campaign compared to a response after integrating response rate after integrating
those who did not) Clarabridge Engage Clarabridge Engage

Source: https://developers.facebook.com/success-stories/save-the-children

2:28

. Chatbooks

Chatbooks ¢

VIEW PROFILE

Thanks for connecting to
Chatbooks on Messenger! Reply
with ‘Get Started’ to take this
friendship to the next level.

Get Started

Thanks for contacting us! We've
received your message and
appreciate your getting in touch.
Please pick one of the 3 options
to start chatting.

I need help
| want a discount

| want inspiration

LY
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http://drive.google.com/file/d/1JP49JTq3xQjnf_C1icXS2tT6g4PKX59h/view

susanc.
Komern.

Increasing click-through-rates for support
and donations with Recurring Notifications

The Susan G. Komen has used Messenger to communicate with its supporters
about breast health, resources and services, as well as volunteer and
fundraising opportunities. The foundation has raised $2 million and with an
automated messaging experience using the Messenger API, doubled its click-
through rate and page reach.

2X $2M 37.2K

click-through rate with raised in donations via

. o thousand fundraisers
Recurring Notifications Messenger

coached

Source: https://developers.facebook.com/success-stories/susan-g-komen-breast-cancer-foundation/

*Results are unique and are provided by the featured business. Success story results will vary as they depend on a variety of factors.

Notify me

Get monthly messages

Great!

When is your actual birthday? Select your
birth month and day in the future.

Got it, Christina!

We'll reach out leading up to your birthday
to help you get started!

Get notified: Click the button below so that
we can reach out then!

Notify me

B R}
Make sure you click here so that we can

reach out!

Click to receive future updates on the work
we are doing ¢"

Get monthly messages


https://developers.facebook.com/success-stories/susan-g-komen-breast-cancer-foundation/

Raising critical social awareness with Messenger

Talk2U developed conversational experiences on Messenger using Al to
raise awareness about pressing issues. The app integrates proven, science-
based interventions among young people in 16 countries. As a result, they
engaged tens of thousands of young people to deepen their understanding of
critical topics while providing a learning experience that felt like talking to a
friend.

40k+ 21% 8.91 84%

participants talkers reached and said they learned
usefulness score (from 0 to
tested prototype

10) something

interventions

Source: https://developers.facebook.com/success-stories/talk2u

*Results are unique and are provided by the featured business. Success story results will vary as they depend on a variety of factors.

<« Instagram all 18:16 1% (%)

) ' Fabi Grossi

I Aviso Importante: Em seguida,
vocé vivera uma experiéncia de
ficgdo interpretada por uma atriz
virtual. Se a qualguer momento vocé
quiser deixar a experiéncia, basta

' escrever PARA.

' pera ai..

4

Oiii... -

Que bom que vc me aceitou
no Caretas

Valeu!
Meu nome é Fabi.

Tenho 21 anos
' E vocé?
Eu sou a Laura, tenho 20 anos

0@ ¢ A O &b


https://developers.facebook.com/success-stories/talk2u
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ally replies instantly

5X faster customer support with Messenger o

Ninja Van wanted to reduce customer wait times via phone and increase customer Get Started

satisfaction and hoped it could give its customers across the region more visibility of their
Hi there, welcome to NinjaChat!

parcel tracking and delivery and simpler access to customer support via Messenger. Enjoy these benefits when you
subscribe now:

- Live updates of parcel status
- Live chat support

- Reschedule delivery

o o Plus! If you're a Shipper with us,
o o you can also:

- Create/Reschedule/Cancel
pickup reservations directly on

of customers opted for Messenger vs Net Promoter Score (Feb 2021) for Nipachet

other channels (Jan - Mar 2021) customers who chose Messenger To sign up for NinjaChat, type
"hello".

o= O PN

.Source: Facebook Success Story, April 2021



https://developers.facebook.com/success-stories/ninjavan/

Improving customer service, reducing costs, and

growing a unique social seller loyalty program
with Messenger

LBC Express Inc @
When LBC Express adopted a dynamic range of Messenger API capabilities ol e S ends

100 friends
Cargo & Freight Company

and streamlined chat experiences, the company saw overall cost savings and
increased loyalty program enroliments. The company achieved a 50%
reduction in agent attrition rate, and call center answer rates increased to 98%

on Messenger.

VIEW PROFILE

Sure. Can you provide the

tracking number of the
96% 27% 4.5x 4.6 | EE

of all customer inquiries overall cost center out of 5 customer
) ) loyalty program enrollments ;
resolved in Messenger savings attributable to satisfaction rating Main menu
. ) . on Messenger compared to
without needing a live Messenger )
hotline
agent

Track a Package

Source: https://developers.facebook.com/success-stories/Ibcexpress

*Results are unique and are provided by the featured business. Success story results will vary as they depend on a variety of factors.


https://tbd

o ®
yninjavan

Improving and streamlining customer
service using Messenger

Ninja Van Group wanted to save time for their customers and provide even
better, faster service by reducing reliance on phone calls and emails. At the
same time, the company wanted to free up agent time for harder-to-address
issues like lost parcels. By using Messenger to address customer service
inquiries, Ninja Van Group doubles agent productivity and resolves issues
faster.

2X 95% 12%

increase in agent ) ) L
customer satisfaction, reduction in inquiry

roductivit o
P y up from 85% resolution time

Source: https://developers.facebook.com/success-stories/ninja-van-messenger-api, April 2022

Results are self-reported and not identically repeatable. Generally expected individual results will differ.

0:10 AM Z

AN
& @ Ninja Van Singapore

nAuvvui

Hi Dave, thank you for using Ninja Van! As
our Shipper, you can access self-service
tools by selecting any of the options in the
menu below.

How can | help you today?

SHIPPER TOOLS (KEN LITE...
PERSONAL DELIVERIES

ACCOUNT SETTINGS

Hi there! To assist you, | will need to
connect you to a live agent.

Would you like to connect with our live
agent now?

Our live agent is connecting with you now.
Please hold on for a moment!

Ninja Akma (CS SG1) has joined the chat!



https://developers.facebook.com/success-stories/ninja-van-messenger-api/

Groo

Grab
<o @ Active now

Improving service while reducing operating costs
With Messenger API Hey there! I'm the Grab bot

and I'm learning how to help
you better, each day.

When Grab created an automated conversation experience through Messenger API, the super
app company with 12 Facebook and 12 Instagram pages realized faster customer service, while
reducing cost to serve and maintaining customer satisfaction.

Inspired by their customer care success with Messenger API, Grab revitalized their marketing via
fun automated experiences that increased promo code redemption and opened new sales

channels. If you proceed with this chat,
you agree that the information

o o o you share, including any
7 personal information, will be
o o o [ ] collected, used and retained by

Grab in accorr $ 3 with
applicable law .. .esolve or

ioni of inbound messages i
(I ) T 4 g decrease in Cost Per Ticket U@ G follow up on your queries, and

backlog of tickets with are resolved via. from 2019-2022 satisfaction score COVID-19 measures ©f Booking inquiries
Messenger Messenger Automation,

vanny pu puocS.

0O& ¢ A O b

Source: https://developers.facebook.com/success-stories/grab

*Results are unique and are provided by the featured business. Success story results will vary as they depend on a variety of factors.
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m + & AmplifY.ai 11:38 wl T @

'[HOME LOANS

=] hdfchomeloans
dpnt/gd 5W < - Business chat % Eh
Please enter your desired
loan amount Eg - 1000000

Delivering personalized experiences to

e
increase home loan leads with Instagram | 4000000
1 0 . 5% 4 . 4 1 2 ] 3 OO Please enter the interest
i rate. Eg- 6.5
higher lead minute average customer queries
conversion vs other customer answered in one 8.45
social channels engagement time year
Great! Please enter the
tenure(years) you're looking
HDFC to created a unique digital branch by using a conversational assistant within at Eg-10.
Instagram messages. -
| The assistant identifies keywords and phrases, directing customers to three
core services: interest rates, equated monthly installments (EMI), and home For a loan amount of
loan applications directly within Instagram messages 8000000 with the interest
. Since launching, HDFC has seen increased customer engagement, :‘;e;gsigs p.a, the EMlis
increased response rate to customer queries, as well as an increased o '
number of qualified leads for home loans Apply for Home Loan Other Queries
Read more at: https://developers.facebook.com/success-stories/hdfc-messenger- @ Message... @ @ @

api/
*All results are self-reported and not identifiably repeatable. Generally expected individual
results will differ

Source: HDFC Messenger Success Story, March 2023



https://developers.facebook.com/success-stories/hdfc-messenger-api/
https://developers.facebook.com/success-stories/hdfc-messenger-api/

18 4% 4R 47

HANG SENG  ANK ¢ (@) 1848+ Chat with DORI

EEGFE:
BEN&K BIEREE 753 (6E1011)
EZAM

Scaling new customer acquisition and A

boosting new product discovery B REE 2

Hang Seng Bank worked with SetSail to launch “DORI” - a Messenger-powered

digital assistant. developed with a high performance conversational design to better Looking for merchant offers?

serve customers by providing them with relevant lifestyle deals and content. With Check these out!

DORI, the bank earned the following results: prpa—

Extraupto

1 0 X 9 0 o/ 8 6 9 o/ spending pioScun canipos
+ Earn extra up to 5% Cash Dollars Earnupto $
o | o rebate / 8X yuu Reward Points yuu Reward

purcnase

increase in increase in registration rate for limited Details
new user activity over a qualified customer leads offer over 3 months (Nov,
6-month period 2020- Jan, 2021) T&C

Register Now

&
BOQ ¢ A

.Source: Facebook Success Story, Jan 2021



https://developers.facebook.com/success-stories/hang-seng-bank/
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NiISSAN 4+ O Message

V O Gate

Delivering engaging content to drive leads
with Messenger Recurring Notifications

38% 98% 70%

opt-in rate with open rate with lower cost per lead
Recurring Recurring with Ads that Click to
Notifications Notifications Messenger vs email

Working with conversational messaging solutions provider MessageGate, Nissan
Turkey launched an Ads that Click to Messenger campaign and implemented
Recurring Notifications to drive ongoing customer engagement.
J Nissan used Ads that Click to Messenger and Recurring Notifications to
deliver product updates and promotions that strengthened customer
relationships in a more cost-effective manner versus other channels.

. The company realized a 50% decrease in cost per lead with Ads that Click

to Messenger and Recurring Notifications as compared to SMS.

Read more at: https://developers.facebook.com/success-stories/nissan-turkey
*All results are self-reported and not identifiably repeatable. Generally expected individual
results will differ

Source: Nissan Turkey Messenger Success Story, March 2023

Nissan Juke ile 100.000 TL krediye
12 ay %0,99 faiz oraniyla tanigmak
i¢in daha fazla

bekleme. Ustelik 6 ay odeme
ertelemeli kredi avantajiyla!

Sizi musteri temsilcimize
aktanyorum, lutfen bekleyin...

Size ulagmamiz igin kayit birakmak

ister misiniz?
O Evet Hayir
. cvet
0 & ¢ A o =


https://developers.facebook.com/success-stories/hm

P>

G @ BMW Taiwan {12 /&

Building brand loyalty and increasing s

WEERSHMEREEE [BMWRHE

customer engagement with Messenger & RTEE) - WEFO—FRER

BMW Taiwan team wanted deeper relationships with customers interested in
: . : - ) [BMWREREES : ¥)—EFB]
researching and purchasing a new vehicle. Building brand awareness required the SEBENIGTE 55 SE1E A

company to engage in consistent messaging tailored to customers’ individual o B (S E R A EEE

preferences. During a three-day campaign they saw benefits from high opt-in and read FAERS [BMWRIE( 4] !

rates for Recurring Notifications, while gaining the long-term advantage to build brand HBEEEYSEREE » thasmy

. . . . . —RETHE X %8088, @ |
loyalty by targeting customers with personalized, sustained messaging. FRGE THE iX TGRS #5 |

REEFLF TI5 2
[(ZFRE/MRT]
718%  99% 10x © Exiamume
BEBEIAE ¢ # R g
5w (=]
opt-in rates for Recurring S
Notifications in three read rate for messages more customer participation e
d sent via Recurring in online events with B ABRT BRI ?
s Notifications Recurring Notifications
0Q ¢ ® =

Source: https://developers.facebook.com/success-stories/BMWTaiwan

*Results are unique and are provided by the featured business. Success story results will vary as they depend on a variety of factors. After customer opts-in they are sent a follow up notification message
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