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With over 2 billion monthly active users worldwide,
WhatsApp has become a leading messaging platform,
enabling businesses to connect with their customers in
a convenient, secure, and familiar environment. By
embracing the WhatsApp Business Platform,
companies can leverage its wide range of features,
including automated messaging, templates for
marketing and customer support, and seamless
transactions.

While WhatsApp adoption has been slower in the US
than other regions, the time for US businesses to
embrace it is now. WhatsApp’s stateside popularity is
exponential and only expected to accelerate. Brands
that explore and embrace the WhatsApp Business
Platform will be poised to capture new customers in a
relatively less saturated channel. However, there is a
limited window of opportunity to be among the early
adopters. Read on to learn more about WhatsApp and
the many ways businesses can leverage it.




THE STATE OF WHATSAPP
IN THE US TODAY
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WhatsApp used by Businesses

From 2019 to 2023 the WhatsApp
Business Platform went from....

25 Million —>» 200 Million

Active Users

Every month on the WhatsApp o
Business Platform...

83% will contact
40 million users the business 75% will make the

view a business catalog through purchase
WhatsApp

WhatsApp is less
saturated and more
exciting to consumers,

resulting in higher

conversion rates. 93.8% S 1.5%
WhatsApp Email
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THE WHATSAPP
BUSINESS PLATFORM

The WhatsApp Business Platform connects companies and customers with
an enterprise-grade API. Brands can send notifications and provide
customer service through WhatsApp in a secure, reliable, and customer-
friendly way. The solution is available either on-premises or in the cloud
utilizing Meta’s servers. The pricing and interface are based on
implementation and Business Service Provider agreement.

WhatsApp has several features for Enterprises that make it a revolutionary
tool for enhancing customer experience. These include...

e Conversational messaging through customized templates

e Workflows at scale with countless integrations

e Automation for better issue resolution and customer engagement
e Chatbots

e Interactive CTAs and rich media
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It’s important to note that the WhatsApp Business Platform has some
special features that differentiate it from the Consumer App or the
Business App. The Business App is generally best suited to small businesses
because it does not allow for integration or automation, making it difficult
to handle a larger volume of customer communication.

Business Platform

Enterprise to Consumer

Enterprise-scale
platform

One-to-many
automated an manual
communication

Thousands of users

Verification available
(green check mark)

Can integrate with
numerous back-end
systems such as CRM
and marketing

automation platforms.

Consumer App

Consumer to Consumer

Free app downloaded
onto an individual
phone

One-to-one manual
communication

1 user

No verification (green
check mark)

No back-end
integrations

Business App

Small Business to
Consumer

Free app downloaded
onto an individual
phone

One-to-one manual
communication

Up to 4 users

No verification (green
check mark)

No back-end
integrations.

Manual only - no bot
integration



WhatsApp connects to multiple layers of your customer journey and tech
stack to close any gaps in your customer experience. Consider any
frequently asked questions or common needs, like checking gift card
balances or tracking orders. Through WhatsApp, these needs can be
automated to reduce workload and help customers faster.

@ WhatsApp Business
Q{ Platform
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Technology Stack
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CRM Knowledge Reservations
base System
. Enrich your Answer questions Send travel or event
-t g e
purchase.

0

Inventory And more!
Let custormers know Your Business Service
about product Provider can help you
availability. integrate with internal

systems to create
innovative solutions.
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USE CASES

Here are a few ways
enterprises are leveraging
WhatsApp




Hey, Kylie! We just launched a new
line of yoga pants. The high-res
Breathe collection offers a supportive
fit, four-way stretch, and quick-drying
fabric. They're also sustainably made
from recycled- materials. Would you
like to give them a try?

Wir II & Woo
Hey, Kylie! We just launched a new line of
yoga pants. The high-res Breathe

collection offers a supportive fit, four-way

L4 O rd e r CO n fi r m ati O n S stretch, and quick-drying fabric, They're

also sustainably made from recycled-
materials. Would you like to give therm a

e Tracking links g
o Alerts

Great! We know they'll take your sun
salutations to the next level. Which

o Reminders colors would you like?

4 @ Feroldi's

four order has shipped!

3 items

A by Hon s 14 MARKETING

Shipped to
1234 Main Street
Anywhere, USA

e Promote sales

e Reduce cart abandonment

e Personalize offers

e Enable customers to
browse and order within
WhatsApp

e |ntegrate with marketing
tools

Flease allow up to 24hrs for updated
tracking infarmation
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AUTHENTICATION OTP Verification

Hello!
Thank you for registering with us.

Please enter the OTP shared on

e One-Time passwords your registered mobile number
e Account verification
e Account recovery

e |ntegrity challenges

ot received? RESEND

Submit

How much of my data have | used
this month?

You have used 50% of your data plan
to date. If you'd like to receive
weekly updates regarding data usage

from Telecom Wireless on WhatsApp,
respond YES to this message.

e Automate conversational

Great, you are opted in to receive flo WS

weekly updates regarding data usage

from Telecom Wireless.

e Implement smart routing
to agent for escalation

e |ntegrate with CRM

e The only user-initiated
message type




SEIZING THE OPPORTUNITY

According to a Forrester study on several brands in the retail and eCommerce space,

the ROI of the WhatsApp Business Platform is 265%.
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ROI BENEFITS PV NPV PAYBACK
295% $709K to $530K to <6 months
&71IM $5.3M

Messenger APl Benefits (Three-Year, Medium-Size Organization)

Improved agent productivity $466.7K

Incremental profit from
increased purchases

Incremental profit from

g $72.3K
increased AQV

Messenger APl Benefits (Three-Year, Large-Size Organization)

Improved agent productivity $4.7TM

Incremental profit from
increased purchases $1.7M

Incremental profit from

increased AQV $722.8K

Source: Forrester Total Economic Impact Study of Meta Business Messaging for Customer Care @



The participants in the study noted that both customer and
agent experience were improved by implementing the tool.
WhatsApp enables customers to interact with their favorite
brands in a way that is...

GLOBAL

More than 175 million users worldwide send a message to a WhatsApp
Business app or WhatsApp Business APl account each day

CONVENIENT

Get closer to your customers with two-way conversations that deliver
the intimacy of a phone call at the scale of email and SMS.

ENGAGING

Fully featured messaging creates consistently richer and more
delightful experiences that drive business outcomes across the
customer journey.

CONSISTENT

WhatsApp helps businesses focus on high-quality conversations.
The API has built-in user feedback controls. This helps ensure that
engagement stays high over time.



“A benefit of Meta Business Messaging is it gives us
reach into different markets and customers — and the
simplicity of not trying to build it ourselves.”

Product Manager, EMEA, for Forrester

US-based brands have a unique opportunity to be an early
player in a relatively unsaturated channel. While SMS and
email are highly effective, they are no longer an “extra”
channel. Consumers assume brands will offer them.
WhatsApp, however, is still new and exciting to the US
market. As Meta continues to advertise and encourage
Americans to download the app, we expect to see
exponential growth.

Brands that begin creating their strategy now will be
poised for success in this uncharted territory. As a global
CPaaS, Kaleyra has helped many brands across the globe
create successful WhatsApp strategies. Kaleyra’s clients
benefit from a dedicated team of technical and strategic
experts to assist with use cases and troubleshoot any
issues.

If you’re ready to get started, please contact us
with the form below!

CONTACT US



https://share.hsforms.com/1zBBJfZNaTHaTA_pCyaqZrw3f9np
https://share.hsforms.com/1zBBJfZNaTHaTA_pCyaqZrw3f9np

