How High-Quality Conversations
Can Impact Your Broader Business Goals

With the rise of mobile, your customers are increasingly
bombarded with marketing messages every day. With so
much noise out there in the world, customers are getting
better and better at tuning out low-quality messages.

Consumers want to engage through messaging, and
they expect to be delighted in their conversations with
businesses. In fact, in a 2020 survey, people agreed
that messaging with a business feels more personal
than calling.” But many businesses that don’t bother to
investigate their message quality run the risk of getting
left behind.

1 Business Messaging Research Study
(Facebook Commissioned study of 8,214 adults ages 18 and older in U.S.,
Germany, the UK, India, Mexico, Brazil and Indonesia), September 2020

S0, how do you examine the value of high-quality
messages? To start, a high-quality message can help you
rise above the noise and allow you to build a more trusted
line of communication directly with your customer. When
messaging directly with your customer, you can create a
quicker, smoother path to purchase, showing them your
most relevant products. It's now easier to build personal,
long-lasting relationships with your customers that will
ultimately be rewarded with higher engagement and
more conversions.
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What's a high-quality message?

Message quality is all about creating and delivering messages to the right
customer at the right time. By using what you know about your customer’s
preferences and shopping habits, you can send personalized messages at
the right time to help build a much stronger relationship. So, what exactly
does a high-quality message entail?

We’ve defined these three key elements:

01 Expected 02 Timely 03 Relevant

Your customer opted-in to receive You have a good reason to send that Your message is personalized by using
messages, and your message is message at that exact moment. what you already know about your
something your customer asked for. customer’s preferences.

These three elements help ensure better, more fruitful conversations between
a business and a customer. If the message you’re planning to send doesn’t
have all three elements, pause and think about if you should still send that
message. Not only is a low-quality message unlikely to convert or have any
ROQOI, but it could also cause your customer to ignore future messages or
block you, closing off that line of communication altogether. Taking time to
align with the expected, timely, and relevant (ETR) framework before you send
a message shows your customer that you value the opportunity to connect
with them, and you value their business.
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The WhatsApp Business Platform helps you engage in
high-quality, full-funnel conversations with customers at
scale. Once a customer has opted-in to receive messages,
you can then proactively reach out to customers with
personalized offers and information.

We have a number of features on the platform that

are designed to help businesses maintain high-quality
conversations with customers. One of those features,
the phone number quality rating, serves as a benchmark
for evaluating how well you’re delivering on a conversational
approach to marketing, and driving valuable outreach

to customers. We also show a quality rating for certain
message templates, showing how the messages coming
from those templates are being received by your customers.

Aligning with these benchmarks for quality has the potential
to benefit your business in numerous ways, from super-
charging conversions across the buyer journey to driving
customer satisfaction and trust.
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https://developers.facebook.com/docs/whatsapp/overview/getting-opt-in

How quality messaging helps your customers convert

It’s true that high quality messages help protect the needs of your customer, but they also drive better business

outcomes. Businesses that transform their communications with customers to focus on quality can see benefits
like higher engagement and conversion rates, and increased qualified leads, all at scale. If you want to know more,
check out how some of our partners have had success with high-quality messages:

Bank Mandiri:

As the largest bank in Indonesia, Bank Mandiri is an expert L) il 5 I
at serving a massive, dispersed population through the < wii- Bank Mandiri @ Q
smartphone screen. While the bank relies on an omnichannel B T

. OPECAB - Informasi Jam Operasional Caban
strategy, they found that WhatsApp is its #1 channel for WEEKBANK - Informasi Wezkend Banking ¥
conversions — higher than SMS, telesales, call centers, the 20\”;’ RANGERS - Informasi Protokol

esehatan 15.18

website and the mobile app — and is responsible for 37% of
all conversions. Apply kartu kredit - 5

Mita infoin yaa . s
Bank Mandiri uses the WhatsApp Business Platform to send . —
Apply Mandiri Kartu Kredit itu gampang

personalized offers to its customers. In one promotion, they banget, kamu bisa langsung klik brori.id/

. Iy atsapp. 530
offered credit card customers who made a purchase over a applywhatsapp s

certain amount the opportunity to pay in installments, bringing Atau kamu bisa langsung ke cabang loh untuk
) ) ) i apply mandiri kartu kredit dengan syarat dasar
down the size of their credit card bill. As a result of the usia kamu di atas 21 tahun, membawa fotokopi

conversions from WhatsApp-driven promotions, Bank Mandiri KEE NRWE; dan slp g4 v 1521

was able to add $350K+ in projected revenue. E“t'}‘k“a” promo untuk kamu setiap harinya
elK -
LPK - Lihat Produk Kartu Kredit
YKK - Layanan Kartu Kredit

Hai Irrienia Devi, Aplikasi Mandiri Kartu Kredit
Anda sudah kami proses dengan reff ID
C2123466789 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

Informasi lebih lanjut dapat diakses di https://
bmri.idfWaAverification '

Lessons learned:

A timely and relevant message based on recent activity is BM BER 28/08/1988 15204

far more likely to drive conversations than a general one, Respon Anda akan kami proses lebih lanjut.
or one that is sent too late after the fact. If you send the TR T e i A D M R o
message as soon as the customer takes action and their o
need is top of mind, you can capture their attention while

your offer is most valuable.

@
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https://meta.highspot.com/items/632cce81efc10824ee4258d2?lfrm=srp.0

How quality messaging helps your customers convert

Dekoruma:

As a startup home decor brand, Dekoruma is on a mission to
help interior designers and construction service providers make 11.08 ol = )
their clients’ homes more beautiful and comfortable. In order

&
to reach these busy professionals, they used the WhatsApp { 53 L. Dekoruma.com @

Business Platform to engage new inbound leads.

By using WhatsApp to start conversations with its leads,
Dekoruma achieved a 10x increase in deliverability of
promotional messaging compared to its equivalent email

outreach campaign, which led to a 3X higher response rate.

Not only did it generate more leads, but 100% of incoming
leads from WhatsApp were qualified, giving the Dekoruma

team a larger, higher-quality source of leads to engage with.

Lessons learned:

Instead of just sending your leads generic sales
information that they probably won’t want, a conversation
allows the customer to tell you what they’re most
interested in so you can provide them with the most
relevant products and offers. Not only does this help
them, it also helps you qualify the customer to see if
they’re worth continued marketing efforts.

o
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 ©9:00 s/d
15:00 WIB 10.4
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https://brandfolder.com/whatsappbusinessapi/bsp?digest=74mfwcv5fwnrhvpq4tjssbcg
https://meta.highspot.com/items/61a694e59fa0e3caf4b45888?lfrm=srp.0

Quality is the key to your
conversational marketing success

Each of these examples from our partners show how messages
that are expected, timely, and relevant can create high-value
conversations that ultimately help lead to more conversions.
Focus on your message quality to build a direct line of
communication with your customer — an invaluable connection
in a world where mobile is dominant.

Want to improve your message quality? Check out our
How-To Guide on Driving Quality Conversations Across the Funnel
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https://brandfolder.com/whatsappbusinessapi/bsp?digest=7xwjjc5nqbfw362k6q6vb
https://meta.highspot.com/items/61a69358a73e95cd1a23877f?lfrm=srp.2

