
WhatsApp Business 
Use Cases
Start connecting with customers on 
the world’s most popular chat app



Why You Need WhatsApp as a Customer Service

ChannelWhatsApp Entry Points

WhatsApp Business Use Cases

Retail and Ecommerce

Banking and Finance

Telecommunications

Your customers are on WhatsApp. Are you?

The Infobip Advantage

2

5

7

7

11

15

19

20

What’s 
Inside



Why You Need WhatsApp 
as a Customer Service 
Channel
WhatsApp’s popularity as a customer support channel has 
grown over the last few years – and for good reason.

Younger generations, that have 
not known life without mobile, 
expect to get immediate 
responses from businesses. 
They prefer to decide where 
and how they interact with a 
brand - a growing trend as the 
global pandemic encouraged 
consumers to connect over 
messaging apps.

*Source: Facebook (2018), Motivations, Mindsets and 
Emotional Experiences in Messaging

**Source: Gartner (2021), Top Customer Service and 
Support Predictions for 2021 and Beyond

of customer service organizations will have abandoned 
native mobile apps in favor of messaging for a better 
customer experience by 2025**

of people say messaging a business makes them feel more 
personally connected to a brand*

of those who message a business feel it creates a better 
customer experience*

80%

55%

68%

Using WhatsApp 
for your business 
messaging leads to: 

Reduced 
costs

Increased 
customer 
satisfaction

Increased 
trust

Better 
customer 
engagement

Long-term 
customer 
relationships
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https://www.facebook.com/iq/insights-to-go/among-people-surveyed-who-message-businesses1-the-majority-say-being-able-to-message-a-business-helps-them-feel-more-personally-connected-to-the-brand?ref=fbiq_article_messaging_p2p
https://www.gartner.com/smarterwithgartner/top-customer-service-and-support-predictions-for-2021-and-beyond/


WhatsApp introduced 
WhatsApp Business API in 2018 
to help businesses connect 
with customers in a familiar, 
trusted, and reliable way. In 
the same year, Infobip became 
an official WhatsApp Business 
Solution Provider, helping 
brands across industries improve 
their customer service over the 
world’s most used chat app.

Simultaneously, demand for 
automation has grown – making 
customer communication 
over WhatsApp faster, more 
engaging, and simpler than 
ever before. An example of this 

is implementing rule- or AI-
based chatbots over WhatsApp 
to provide instant responses to 
frequently asked questions and 
customer queries. 

Taking automation one step 
further, you can connect your 
WhatsApp chatbot to a cloud 
contact center solution – 
enabling agents to takeover 
more complex queries and 
provide quality support, 
fast. The addition of these 
automations and tools has only 
further advanced WhatsApp as 
a channel for providing always-
on customer service.

Your Shop
Active now

Hi
9:00 AM

4
9:00 AM

Hi, I’m ShopBot. Let me know 
how I can help:
1.Delivery updates
2.Wrong order
3.Loyalty rewards
4. Speak with an agent

9:00 AM

Hi Alex, I’m Amy. How can I help 
you?

9:00 AM

I’ll transfer you to an agent. 9:00 AM

    Messages to this chat and calls are 
now secured with end-to-end 
encryption. Tap for more info.

Your Shop

Official Business Account

Description

Add Your Shop to Contacts

Add to Existing Contacts

+1 23 456 789

Business Details
Address, Email, Website

Your Shop Business Info

Follow these tried-and-true ways your business can use 
WhatsApp, combined with chatbots and live agents, to always 
be there for your customers – from onboarding to retention.
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https://www.infobip.com/conversations?utm_source=ebook&utm_medium=pdf&utm_campaign=convert%20--%20pdf%20--%20ebook%20--%20ebook%20whatsapp%20business%20customer%20service%20use%20cases%20--%20global%20--%20mix&utm_term=ebook%20--%20ebook%20whatsapp%20business%20customer%20service%20use%20cases%20--%20english%20--%20mix%20--%20readers%20--%20global%20--%20mix&utm_content=link-text%20--%20product%20page%20--%20english
https://www.infobip.com/conversations?utm_source=ebook&utm_medium=pdf&utm_campaign=convert%20--%20pdf%20--%20ebook%20--%20ebook%20whatsapp%20business%20customer%20service%20use%20cases%20--%20global%20--%20mix&utm_term=ebook%20--%20ebook%20whatsapp%20business%20customer%20service%20use%20cases%20--%20english%20--%20mix%20--%20readers%20--%20global%20--%20mix&utm_content=link-text%20--%20product%20page%20--%20english


whatsapp entry points

Make it easy for customers 
to connect with you
Adding WhatsApp to your communications mix as a new customer care channel 
is great, but it’s equally important to raise awareness of the new channel with 
your customers.

There are several entry points you can set up to encourage customers to reach 
out to you on WhatsApp.

Depending on the nature of your business and customer demographics, you can 
choose from:

Offline or online In-app messages

and more

Paid advertisments
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QR Codes are an offline 
entry point that is 
sure to grab attention. 
When a customer sees 
a poster with a QR 
code prompting them 
to connect with you on 
WhatsApp, all they need 
to do is scan the code 
with their phone to start 
chatting with you. Your website is a great online tool that your 

existing customers or potential leads refer 
to regularly.
Encourage visitors to reach out to you on 
WhatsApp by offering the option on your 
contact page.

Scan the QR code 

or add +44786004511 
to your contacts 
and say ˝Hi˝ over 
WhatsApp.

Experience 
WhatsApp 
the way your 
customers do

Try it out

WhatsApp Entry Points
Message us on 
WhatsApp!
Add +1223456778 to your 
contacts and say ˝Hi˝ over 
WhatsApp

Shop PRODUCTS BLOG CONTACTABOUT US
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Search

2

FoodDelivery

FoodDelivery

Today at 06:00 AM

Local Business

Joan Evans and 56 others 2 Comments

Order food from the safety of your own 
home. Message us! 

#StayHome #StaySafe

Send Message

Like Comment Share

+5212224774567
Active now

    Messages to this chat and calls are 
now secured with end-to-end 
encryption. Tap for more info.

9:00 PM

FoodDelivery
Your fast and safe 
food delivery

www. facebook.com

Hi! I’d like to order food:
https://fb.me/zzBBX212

Hello!  
Welcome to FoodDelivery!  
Select one of the following 
options: 
     Explore the full menu 
     Check daily offer 
     Place an order 
     Delivery guidelines

1

2

3

4

+5212224774567
Active now

returnspace123

mnbvcxz

lkjhgfdsa

poiuytrewq

FoodDelivery
Your fast and safe 
food delivery

www. facebook.com

Hi! I’d like to order food:
https://fb.me/zzBBX212

    Messages to this chat and calls are 
now secured with end-to-end 
encryption. Tap for more info.

Facebook and Instagram 
ads that click-through to 
WhatsApp are a popular 
way to increase reach and 
raise awareness. Lead 
targeted audiences to your 
WhatsApp channel using 
a link at the bottom of 
sponsored ads on the most 
popular social networks.

Learn More About Ads that  
Click to WhatsApp

WhatsApp Entry Points
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Using WhatsApp to improve customer care for your retail brand is 
nothing less than what customers expect.

Top reasons why WhatsApp, combined with chatbots and live agent 
support, is favored by retail and ecommerce brands and customers:

• Reduced waiting time
• Personalized, automated support
• Instant responses to queries

Rich media functionalities also make it easier to communicate and 
share additional information to decrease time to resolution.

Here are the most popular use cases that demonstrate how retail and 
ecommerce brands can provide automated, personalized service that 
improves customer satisfaction.

whatsapp business use cases

Retail and 
Ecommerce

59%

of consumers will 
use messaging 
more to make 
purchases. 

 Source: Facebook (2018), 
Motivations, Mindsets and Emotional 
Experiences in Messaging

This multinational consumer goods corporation ran a 
WhatsApp teaser campaign for its new product line and 
experience 14x higher sales while exceeding customer 
expectations.

LEARN FROM UNILEVER
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https://www.facebook.com/iq/insights-to-go/among-people-surveyed-across-4-markets-who-message-businesses-over-59-expect-to-use-messaging-more-to-make-purchases-in-the-future?ref=fbiq_article_messaging_p2p
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retail and ecommerce

Share loyalty  
points updates
Encourage customers to keep track of their 
loyalty points so they can reap the benefits 
of your rewards program. The more they 
keep track, the more they’ll be influenced 
to shop with your brand.

Active now

Hi
9:00 AM

3
9:00 AM

1
9:00 AM

Hi, I’m ShopBot! �� How can I 
help you today?
1. �� Wrong order
2. �� Delivery updates
3. �� Loyalty rewards
4. �� Speak to an agent

9:00 AM

What do you want to know?
1.Loyalty rewards
2.Member status
3.How to redeem points
4.Back to main menu

9:00 AM

Your Shop

    Messages to this chat and calls are 
now secured with end-to-end 
encryption. Tap for more info.

Active now

1
9:00 AM

2
9:00 AM

Ok, great. Now let me know what 
interests you:
1. How many loyalty points do I 
have?
2. What is my loyalty status?
3. How can I redeem my points?

9:00 AM

You are a Silver member. You 
need 50 more points to become 
a Gold member.

9:00 AM

Your Shop
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retail and ecommerce

Make wrong  
orders right
Order mistakes can happen. Using 
rich media enables customers to 
share pictures of the incorrect items 
they received so agents can confirm 
the details and send the right 
products on time.

Your Shop
Active now

Hi
9:00 AM

1
9:00 AM

Hi, I’m ShopBot! �� How can I 
help you today?
1. �� Wrong order
2. �� Delivery updates
3. �� Loyalty rewards
4. �� Speak to an agent

9:00 AM

An agent will reach out to you 
shortly.

9:00 AM

    Messages to this chat and calls are 
now secured with end-to-end 
encryption. Tap for more info.

Hi Alex, I’m Amy. Can you send me 
a picture of the item you received?

9:00 AM

Active now

I ordered a blue shirt but received 
a pink one instead. 

9:00 AM

Yes, please. 9:00 AM

Hi Alex, I’m Amy. Can you send me 
a picture of the item you received?

9:00 AM

Sorry for the mix up! We’ll send 
you the one you ordered with 
expedited shipping. Do you want 
it to be delivered to the same 
address: 123 John Street? 9:00 AM

Great, it should arrive tomorrow.
9:00 AM

9:00 AM

Your Shop
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retail and ecommerce

Ensure packages  
are delivered
Assist customers from when they place 
their order to when their package arrives. 
Keep them up to date with their delivery 
status and enable them to change their 
delivery address in case they won’t be 
home. 

Bonus Tip: Give your post-purchase 
customer service an extra boost by 
sharing useful notifications along the way.

Active now

Your delivery address has been 
updated. Here's the new tracking 
information:
Tracking number: A2B1C4
Tracking link: bit.ly/track

9:00 AM

Hi, when will my package
arrive? 9:00 AM

123 John Street 9:00 AM

Great, can I change my delivery 
address? I won’t be home 
tomorrow. 9:00 AM

Your package was dispatched 
yesterday and should arrive 
tomorrow.

9:00 AM

Sure, what’s the new address?
9:00 AM

Your Shop

    Messages to this chat and calls are 
now secured with end-to-end 
encryption. Tap for more info.

WhatsApp Business Use Cases  |  10



Chat banking has become increasingly popular among younger 
generations.

A WhatsApp chatbot connected to a cloud contact center can help 
you answer frequently asked questions and common queries related 
to money transfers, mortgage rates, account information, and more.

Using a chat app that’s familiar to your customers helps:

• Build long-term relationships
• Increase trust
• Increase loyalty 

In addition, WhatsApp’s end-to-end encryption ensures you’re 
interacting with your clients in a secure and reliable way that keeps 
personal information safe.

Here are popular ways to use WhatsApp for automated, 
personalized banking services.

whatsapp business use cases

Banking and 
Finance

One of Russia’s most trusted banks used a WhatsApp chatbot 
and reduced costs 10x while also increasing NPS by 19%.

LEARN FROM RAIFFEISENBANK  

 Source: Accenture (2019), Global 
Financial Services Consumer Study

45%

of Generation Z and Millennial 
consumers prefer to use 
mobile devices or tablets to 
communicate with their bank

WhatsApp Business Use Cases  |  11
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banking and finance

Onboard new 
customers
Use rich media such as videos, documents, 
and images to onboard new customers 
and ensure they receive and understand 
the extent of even your most complex 
products and services.

Active now

Hi
9:00 AM

1
9:00 AM

What type of student accounts 
do you have? 9:00 AM

Hi, I’m BankBot! �� How can I 
help you today?
1. �� Account options
2. �� Branch and ATM locations
3. �� Credit Card options
4. �� Speak to an agent

9:00 AM

    Messages to this chat and calls are 
now secured with end-to-end 
encryption. Tap for more info.

I’ll transfer you to an agent.
9:00 AM

Hi Chris, I'm Sarah. How can I 
help you? 9:00 AM

Your Bank
Active now

How do I set up an account for 
my child? 9:00 AM

Here’s a video explaining how to 
set up an account for a 
dependent. 9:00 AM

9:00 AM

Your Bank

What type of student accounts 
do you have? 9:00 AM

Here's an overview of our 
student banking options.

9:00 AM

9:00 AMStude....pdf

Student Banking Accounts.pdf
55 KB  PDF
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banking and finance 

Share branch 
locations
Help customers find your branch and ATM 
locations by asking the right questions 
and leveraging rich media functionalities, 
including maps.

Active now

Hey, I need assistance
9:00 AM

2
9:00 AM

Hi, I’m BankBot! �� How can I 
help you today?
1. �� Account options
2. �� Branch and ATM locations
3. �� Credit Card options
4. �� Speak to an agent

9:00 AM

Awesome, I can help you out 
with that. Please share your 
location.

9:00 AM

Your Bank

    Messages to this chat and calls are 
now secured with end-to-end 
encryption. Tap for more info.

9:00 AM

Active now

Here are our nearest branch 
locations.

9:00 AM

9:00 AM

Your Bank

9:00 AM

WhatsApp Business Use Cases  |  13



banking and finance 

Make credit card 
suggestions
Set up your chatbot to filter through 
customer information to provide the 
best credit card options for their needs. 
Combine personalization and automation 
to set customers up for success while 
reducing time to resolution.

Active now

Hello, I need your help! �� 
9:00 AM

3
9:00 AM

2
9:00 AM

Hi, I’m BankBot! �� How can I 
help you today?
1. �� Account options
2. �� Branch and ATM locations
3. �� Credit Card options
4. �� Speak to an agent

9:00 AM

Awesome, what do you want to 
know more about?
1.What are your credit card 
options?
2.Which credit card should I 
choose?
3.Go back to the main menu

9:00 AM

Your Bank

    Messages to this chat and calls are 
now secured with end-to-end 
encryption. Tap for more info.

Active now

5,000
9:00 AM

3
9:00 AM

Let’s get started! Choose a 
monthly limit that suits your 
lifestyle:
2,000
5,000
10,000

9:00 AM

Alright, now let me know your 
occupation:
1.Student
2.Part-time employee
3.Full-time employee
4.Retiree 9:00 AM

Here's my top recommendation.
9:00 AM

9:00 AM
Credit....pdf

Credit card for full-time employees.pdf
55 KB  PDF

Your Bank

2
9:00 AM

WhatsApp Business Use Cases  |  14



Mobile phones have become a part of consumers’ daily life.

Renewing or upgrading phone plans, changing billing cycles, and 
paying bills are all activities that can require a customer to reach out to 
you for assistance.

Using WhatsApp to provide automated, personalized service to 
customers for their common questions and concerns helps:

• Decrease time to resolution
• Increase customer satisfaction
• Increase brand loyalty

Here are a handful of ways to provide always-on service when 
customers need you most.

whatsapp business use cases

Telecommunications

Pakistan’s largest mobile network operator introduced self-
service options through WhatsApp and reduced costs by 32% 
while boosting NPS to 80/100.

LEARN FROM JAZZ

 Source: Global Web Index (2020) 
Coronavirus Research, Wave 2 

76%

of global consumers say 
they’re spending more time 
on their smartphone since 
the start of the pandemic.
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telecommunications 

Share balance 
details
Keep customers informed about what’s 
included in their package and how much 
data or money they have remaining on-
the-go without having to wait on hold or 
transfer to multiple agents.

Active now

Hi
9:00 AM

1
9:00 AM

2
9:00 AM

Hi, I’m TelcoBot! �� How can I 
help you?
1. ��Billing and balance details
2. �� Account top up
3. �� Bills and Statements
4. �� Speak to an agent

9:00 AM

What would you like to do now?
1. �� Check how much money is 
left on my account
2. �� How many GB do I have left 
in my package
3. �� Go back to the main menu

9:00 AM

Your Telco

    Messages to this chat and calls are 
now secured with end-to-end 
encryption. Tap for more info.

Active now

2
9:00 AM

You have 4.3GB remaining this 
month in your 10GB Starter 
Package 9:00 AM

Your Telco

WhatsApp Business Use Cases  |  16



telecommunications 

Assist with  
account top ups
Help customers keep their accounts active 
and build long-term loyalty by assisting 
them through the process and being 
there to address additional questions or 
concerns.

Active now

Hello! �� 
9:00 AM

$90 USD
9:00 AM

2
9:00 AM

Hi, I’m TelcoBot! �� How can I 
help you?
1. ��Billing and balance details
2. �� Account top up
3. �� Bills and Statements
4. �� Speak to an agent

9:00 AM

How much would you like to add 
to your account?

9:00 AM

Your Telco

    Messages to this chat and calls are 
now secured with end-to-end 
encryption. Tap for more info.

Sure, would you like to use the 
credit card saved on file?

9:00 AM

Active now

Sure, would you like to use the 
credit card saved on file?

9:00 AM

Yes
9:00 AM

$90 USD has been added 
to your account. Here’s 
your receipt. 9:00 AM

9:00 AM
Accou....pdf

Account Top Up Receipt.pdf
55 KB  PDF

Your Telco

WhatsApp Business Use Cases  |  17



telecommunications 

Adjust bills and 
statements
Make it easy for customers to reach out 
to you when incorrect charges are made 
to their account. Resolve invoice and 
statement issues quickly to maintain 
customer satisfaction.

Active now

Hey, I need your help. 
9:00 AM

3
9:00 AM

Hi, I’m TelcoBot! �� How can I 
help you?
1. ��Billing and balance details
2. �� Account top up
3. �� Bills and Statements
4. �� Speak to an agent

9:00 AM

I’ll transfer you to an agent for 
assistance.

9:00 AM

Your Telco

    Messages to this chat and calls are 
now secured with end-to-end 
encryption. Tap for more info.

Hi, I’m Calvin. How can I help?
9:00 AM

Active now

I received an extra charge on my 
bill last month. I didn’t send any 
SMS messages and was charged 
for going over my limit. 9:00 AM

Hi, I’m Calvin. How can I help?
9:00 AM

We apologize for the 
mistake on our end. Here’s 
your new bill. The payment 
due date is April 15th. 9:00 AM

9:00 AM
March....pdf

March Invoice – Updated.pdf
55 KB  PDF

Your Telco
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Your customers 
are on WhatsApp. 
Are you?
68% of WhatsApp users think it is the 
easiest way to connect with businesses.

As your WhatsApp Business 
Solution Provider, we are 
here to help you connect 
with your customers at 
every touchpoint on their 
favorite app.

Learn more

Start offering always-on, 
conversational support on 
the app 2 billion people 
use daily.

Hi, welcome 
to our official 
WhatsApp 
channel!
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The Infobip Advantage
Global reach and local presence

Our local presence enables us to react 
faster and have everyday interactions with 
our customers, providing solutions in-line 
with their needs, local requirements and 
based on proven global best-practices.

600+ direct-to-carrier connections

Connect with over 7 billion people 
and things

Strong enterprise client base

70+ offices on 6 continents

Scalable, fast and flexible solutions
Our solutions are created to adapt to 
the constantly changing market and 
communication trends at speeds and levels 
of precision and personalization that only 
an in-house solution can offer.  

Best-in-class delivery rates

High speed and reliability

Low latency

In-house developed platform

Remarkable customer experience
We will help you to get up and running 
in no time, whether it’s assisting with 
integrations, messaging best .

Technical expertise 

Solutions consultancy

Customer success management

24/7 support and network 
monitoring

Own infrastructure
Our worldwide infrastructure easily scales 
horizontally, leveraging the hybrid cloud 
model to never run out of resources. 
Our built-in global compliance engine is 
constantly updated with the latest in-country 
regulations and operator requirements. 

Locally available services 

Compliance to local 
regulations 

38 data centers worldwide

Best a2p sms vendor as rated 
by mno's 2017, 2018, 2019 & 2020

Best a2p sms vendor as rated 
by enterprises 2019 & 2020

Tier 1 sms firewall vendor 
2017, 2018, 2020, 2021

Top 10 inovator of 2020

Best Global 
SMS Service 
Provider - 
Wholesale 
Solution 
2020

Best 
Customer 
Engagement 
Platform 
2020

Best ott 
Partnership 2019

Best messaging 
innovation - best 
rcs implementation 
2019

Platinum winner as the CPaaS Provider in 2021
Platinum winner as the Best RCS Provider in 2021
Platinum award as the Global CPaaS provider in 2020
Platinum award as the EMEA CPaaS provider in the 2020
Platinum award as the Best rcs provider in 2020
Gold award as the best Digital Identity Solution in 2020

Best messaging api
Best messaging innovation-
carrier solution
Best anti - fraud innovation
Best sms / a2p provider for 
the EMEA region

Winner - 
COVID-19 FAQ 
 chatbot over 
WhatsApp

www.infobip.com
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