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BEST PRACTICES: WHATSAPP MESSAGING

WhatsApp Business has become an essential tool for businesses to connect with
their customers effectively. Two critical components of this platform are templates
and sessions. Understanding these concepts is crucial for businesses looking to
maximize their communication strategies on WhatsApp.

What Are Templates?

Templates, also known as message templates or message notification templates,
are pre-approved message formats that businesses can use to send notifications to
customers. These templates must adhere to WhatsApp's policies and are particularly
useful for sending messages that contain information about:

e Order confirmations
e Shipping updates
e Appointment reminders

« Customer support messages

Key Features of Templates:

1. Pre-Approval Requirement: Before a business can use a template, it must
be submitted to WhatsApp for approval. This process ensures that the content
adheres to community guidelines and best practices.

2. Structured Format: Templates can include variables, such as customer
names or order numbers, allowing for personalization while maintaining a
standardized format.

3. Use Cases: Templates are ideal for sending transactional or informational
messages, helping businesses maintain engagement without being intrusive.

4. Limited Use: Businesses can only initiate conversations using templates
outside the 24-hour customer service window, making them essential for re-
engaging customers or sending updates.
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What Are Sessions?

A session in WhatsApp Business refers to the 24-hour window of communication
that begins when a customer sends a message to a business. During this time,
businesses can respond freely without needing to use templates. This session-based
communication allows for more dynamic and interactive conversations.

Key Features of Sessions:

1. 24-Hour Window: Once a customer messages a business, the business has
24 hours to reply without restrictions on message format. This encourages
timely responses and enhances customer experience.

2. Customer-Initiated: Sessions are triggered by customer interaction, ensuring
that businesses can engage with customers in real-time and address inquiries
effectively.

3. Cost Considerations: While businesses can send messages within this
window at no additional cost, initiating a conversation outside this period
requires the use of approved templates, which may incur charges.

4. Engagement Opportunities: Sessions provide an opportunity for businesses
to resolve issues, answer questions, and engage in meaningful conversations
with customers, fostering loyalty and satisfaction.

Combining Templates and Sessions for Effective Messaging

To optimize communication strategies, businesses should effectively combine
templates and sessions:

« Use Templates for Notifications: When sending updates or notifications that
are not responses to customer inquiries, utilize templates to ensure
compliance and structure.

« Engage During Sessions: When a customer reaches out, respond promptly
within the session to provide personalized assistance and maintain
engagement.

e Monitor Conversations: Track interactions to understand customer
preferences and pain points, allowing for more targeted messaging and
improved customer relationships.
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Templates and sessions are fundamental components of WhatsApp Business
messaging that help businesses navigate communication with customers effectively.
By utilizing templates for structured, pre-approved messages and engaging
customers during session-based conversations, businesses can enhance their
messaging strategy, improve customer satisfaction, and ultimately drive growth.
Understanding these elements allows companies to leverage the full potential of
WhatsApp Business in today’s digital landscape.

UTILIZING MESSAGING FEATURES

WhatsApp Business offers various features that enhance customer communication:

1. Quick Replies: Save time by creating predefined responses for frequently
asked questions. This feature allows you to respond quickly to common
inquiries, improving response time and customer satisfaction.

2. Automated Messages: Set up automated greetings for new customers and
away messages for times when you're not available. This ensures customers
feel acknowledged even if you can’t respond immediately.

3. Labels: Organize your chats and contacts using labels. You can categorize
customers based on various criteria, such as “new leads,” “pending
payments,” or “completed orders,” making it easier to manage
communication.

4. Broadcast Lists: Send messages to multiple contacts at once without
creating a group chat. This feature is excellent for sharing updates,
promotions, or newsletters.

5. Media Sharing: Enhance your communication by sharing images, videos,
and documents. This is particularly useful for product catalogs or promotional
materials.

To maximize the effectiveness of your WhatsApp Business account, consider the
following best practices:

1. Be Professional: Maintain a professional tone in all communications. Use
clear and concise language, and ensure your responses are helpful and
friendly.

2. Personalize Interactions: Whenever possible, personalize your messages to
build rapport with customers. Use their names and reference past interactions
to create a more engaging experience.
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3. Respond Promptly: Timely responses are crucial in maintaining customer
satisfaction. Aim to reply to messages within a few hours, and utilize the
automated messages feature to manage expectations when you're
unavailable.

4. Stay Compliant: Familiarize yourself with privacy regulations, such as
GDPR, to ensure that you're handling customer data responsibly. Always
seek consent before adding customers to your contact list or sending
promotional messages.

5. Engage Regularly: Use WhatsApp Business to send regular updates,
promotions, or valuable content. This keeps your brand top of mind and
encourages repeat business.

WhatsApp can also be a powerful marketing tool:

1. Customer Feedback: Use the platform to gather feedback after a purchase.
This not only helps improve your products or services but also shows
customers that you value their opinions.

2. Promotions and Discounts: Announce exclusive offers or discounts through
WhatsApp to incentivize customers to engage with your brand.

3. Customer Support: Provide support through WhatsApp, making it easier for
customers to reach you with questions or issues. A responsive support
system can significantly enhance customer loyalty.

CONCLUSION

WhatsApp Business Messaging is a versatile tool that can transform how businesses
communicate with their customers. By setting up your profile, utilizing messaging
features, and following best practices, you can create a seamless and engaging
experience for your customers. Embrace this platform to not only enhance your
customer service but also to drive sales and grow your business. As more
consumers prefer instant communication, integrating WhatsApp Business into your
strategy could be a game-changer for your enterprise.
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