
The WhatsApp Telco 
Customer Journey....

Here is how

Top three 
reasons telco 
customers churn: 

Stage 2: Consideration

Stage 3: Service

Stage 4: Support

Stage 5: Retention

WhatsApp powered by Infobip help telcos gain a competitive advantage 
by creating better customer experiences that result in:

WhatsApp is the perfect channel to create 
an end-to-end customer journey with use cases for:

Increased 
engagement

Higher

sales

Improved CSAT 
scores

Increased 
retention

Optimized 
operations

Sales Marketing Customer Support

Share product

catalogs

Monthly statement 
and payment 
confirmations

Self-service 
chatbot

Loyalty and 
renewal offers

Telco Customer Journey in Numbers

Deflect calls to WhatsApp for faster 
query resolution and happier customers.


Infobip Tip

Send relevant products or promotions 
over WhatsApp for the best visibility 
and upselling capabilities

Infobip Tip

Proactively send monthly statements 
and payment confirmations to avoid 
payment pain points.

Infobip Tip

36% of customers who switched 
providers say it was due to long 
wait times for customer support*

49% of customers want to receive 
relevant messages once a week*

31% of customers expect to 
receive notifications for payments 
and transactions*

Hi Amanda! We noticed you were 
interested in the latest edition 
smart phones we have available. 
Here's a catalog you can browse 
with some additional add-on's our 
customers love.

View Items

Plans & Devices

Phones

Bank & Finance Services

Portable Chargers

$29.95

Free

Free

Headphones

$12.95

Hey Amanda! Here is you monthly 
statement. The payment due date is 
August 16th. If you have any questions 
let us know!  

Monthly 

Statement.pdf

Thanks for your payment! Here is your 
payment confirmation

Payment 

Confirmation.pdf

Paid

Yes

Yes

10GB

What's my data balance?

Design a custom self-service chatbot to 
answer FAQs and resolve common queries 
and speed up your support services.

Infobip Tip

90% of queries are handled 
over a chatbot.*

Reward your loyal customers by sending 
personalized renewal offers with better 
rates close to their contract expiry date.

Infobip Tip

46% of telco customers say personalized 
messages could influence them to 
upgrade their current service.*

Hi Amanda! I'm Tina, 
your telco chatbot. 
How can I help?

Amanda, your contract is about to 
expire. We want to thank you for being 
a loyal customer by offering you 10GB 
of extra data a month for the same 
price you pay now when you sign up 
for another year on contract. 

You currently have 2 GB of 
data left for this month, 
would you like to top-up?

Great! You're topped up.

Great, let me transfer you to an agent to 
finish off the process

Please choose the 
amount: 

5GB

10GB

20GB

Yes No

Ready to craft an end-to-end customer journey 
with WhatsApp and Infobip?

Talk to us

*Source: Infobip

Stage 1: Discovery

Call deflection 

Hi

Poor customer 
experience

Better

pricing

Better network 
connections

Wait time is 20min, would you 
like to switch to WhatsApp? 

Thanks for using our 
WhatsApp channel how 
can I help you?

What plans do you offer 
with unlimited data? 

Here is our unlimited data 
brochure where you can 
browse plans and devices! 

Unlimited Data


Plans&Devices.pdf

https://www.infobip.com/contact?channel=pr-whatsapp

