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WhatsApp Proves Itself in 2026

Over the last eight months, the way you and your customers use WhatsApp
has changed significantly. Businesses invested $3.6 billion in WhatsApp
communications this year, and the returns back up that spending.

Our own customer usage data shows that the average WhatsApp message
is seen within 44 seconds of being sent, making it ideal for reaching
customers with offers that require an immediate response. In the past year
we have seen a 12X growth in our customer base that is using the platform.
Depending on where you do business, it seems if you aren't available on
WhatsApp, you're at serious risk of being forgotten.

WhatsApp works best as one channel in a broader marketing
communication strategy, not necessarily as a standalone tactic. When you
integrate it with SMS and email as part of a coordinated omnichannel
approach, you can see a 30% jump in customer lifetime value and @

67% increase in deal velocity, based on your customers' full journey

across channels.
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WhatsApp Business helps companies:

Deliver rich, branded messages with buttons, images, and documents
Engage customers in real time with automated or live conversations
Offer secure, compliant communications with verified business profiles
Scale support, marketing, and transactions through one unified platform

So how should your business be using WhatsApp?
That's where this guide comes in.

Inside, you'll find everything you need to build and scale a high-performing
WhatsApp experience, from platform fundamentals and pricing to advanced
tools, use cases, and best practices. Whether you're just getting started or fine-
tuning your approdach, this guide will help you meet your customers where they
already are, on WhatsApp.

Let's dive in.
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WhatsApp Business Messaging: What You Need to Know

Before diving into use cases and strategies, it is important to understand how
WhatsApp Business works. This chapter explains the two main options for
pusiness messaging on WhatsApp, how pricing is structured, what kinds of
messages you can send, and how a Business Solution Provider like MessageWnhiz
can help you unlock the full value of the platform.

WhatsApp Business App vs. WhatsApp Business Platform

WhatsApp offers two different tools for businesses: the WhatsApp Business App
and the WhatsApp Business Platform (formerly known as the API). Choosing the
right one depends on your business size, messaging needs, and growth plans.

Designed for Small businesses Medium to large businesses
Interface Mobile app Integrated with CRM or messaging
; systems
Users supported 1phone, 1 user Multi-agent, multi-location
. Basic (quick replies, away Full automation with bots and
Automation
g messages) workflows
Message volume Low to moderate High-volume, scalable
CRM/tech integration Not supported Full APl support
Branding Basic profile Verified business account possible
Access method Self-serve Via approved Business Solution

Provider like Messagewhiz
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The WhatsApp Business App is best suited for very smaill businesses that handle a
limited number of customer conversations and don't require integration with
other systems.

The WhatsApp Business Platform is designed for growing companies and
enterprises that want to connect messaging with support, sales, or marketing
operations. It enables automation, integration with CRMs and helpdesks, detailed
analytics, and multi-user support.

To use the WhatsApp Business Platform, businesses must work with a WhatsApp-approved

Business Solution Provider (BSP). This is where MessageWhiz comes in.

As a BSP, MessageWnhiz helps businesses onboard quickly, manage compliance,
set up approved message templates, and integrate WhatsApp into broader
messaging workflows. We also offer advanced features like analytics
dashboards, customer segmentation, and cross-channel orchestration across
SMS, Viber, email and more.

RCS
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Understanding the Latest WhatsApp Pricing

On October 1, 2026, Meta changed its pricing model for WhatsApp Business
messaging. Here's how it works now.

WhatsApp Business messaging is priced per message, not per conversation.
When a customer messages you, a 24-hour customer service window opens.
Every message you send within that window, whether from a live agent,
chatbot, or a third-party Al tool, is billed individually. There's no volume discount
on these messages, so your cost scales directly with how many replies you send.

Each message you send falls into one of four categories.

Message Categories

Category Description Billing

Business-initiated promotional
Marketing content, sent via pre-approved Per delivered message
template

Transactional messages tied to a

Utilit )
Y recent customer action

Per delivered message

One-time passcodes or login

Authentication . )
verification

Per delivered message

Free-form replies within a customer-
initiated conversation

Service Per delivered message

Marketing and authentication messages requlire pre-approved templates. Utility
and service messages can be sent as flexible, free-form replies within an active
24-hour window.

If your business uses Meta's own Al tool, Meta Business Agent, that runs on a
separate token-based pricing model rather than the per-message rate above.
Worth confirming which model applies to your setup.
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lllustrative Cost Example

Marketing $0.025 $250
Utility $0.015 $150
Authentication $0.018 $180 -
Service $0.015 $150

Disclaimer: Rates are approximate and vary by country. Talk to your MMDSmart MessageWhiz account manager or
check Meta's official rate card for current pricing. Intelligent routing and automation can help you manage costs by
reducing unnecessary chargeable messages.

What Can You Actually Send Over WhatsApp?

WhatsApp supports a wide range of message formats, allowing you to create
interactive and personalized experiences.

Template Messages

» Used to initiate conversations or send naotifications outside the 24-nour
session window

e Must be pre-approved by WhatsApp

e Caninclude variables for names, times, product details, and more
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Session Messages

 Sent within 24 hours of the customer’s last message
» Free-form and well-suited for live support or ongoing conversations

Supported Message Formats

Quick replies

Tap-to-respond options

Type Description Example
Text Standard message ‘Thanks for your order!”
Images Product or document visuals 'See the attached image.”
Video 5\;8&?&2%2?;5’ tutorials, or visual ‘Watch how to set it up.”
Audio/Voice Voice notes or recorded messages "Here's a quick voice update.”
Documents PDFs, invoices, brochures "Here's your invoice."
Buttons Up to 3 call-to-action buttons ‘Track order” or "Talk to support’

"Yes" / "No" / "Reschedule”

"Here's where to pick up your

Location Share business or delivery address ,
package.
Lists Multi-choice menus ‘Select a product category”
Contact Cards Send team or support contacts ‘Reach our manager here.
Horizontally scrollable cards, 2-10 per
Carousel message, showcasing multiple products ‘Browse our new arrivals.”

Catalog & Product

or offers at once

Single product, multi product (up to 30
products organized in sections), or full-

"Here's our full spring catalog.”

Messages catalog browsing, with cart functionality

in supported markets

Multi-step interactive forms that launch ‘Complete vour booking in three
WhatsApp Flows inside chat, for signups, bookings, or plete you 9

surveys

taps.”

Combining formats helps create richer interactions that feel natural for the user
and efficient for your team.
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Tools and Features That Drive
Your WhatsApp Success

Getting started with WhatsApp Business is easy. Scaling it into a high-performing
customer communication channel takes the right tools, integrations, and
automation strategy, whether you're aiming to drive conversions, provide
support, or build loyalty.

These tools are available through the WhatsApp Business Platform, and
MessageWhiz, as your BSP, can help you manage and optimize all of them.

Automation with Chatbots and Flows

Automated messaging is one of the biggest advantages of the WhatsApp
Business Platform. With the right setup, you can guide customers through
complex processes without a live agent, then hand off to one instantly the
moment a conversation needs a human touch.

What You Can Automate

Welcome messages and FAQ responses
Lead qualification and routing
Appointment booking or confirmations
Order tracking and delivery updates
Account verification or onboarding

MessageWnhiz can help design conversation flows that make interactions
seamless and feel human, even when no agent is involved.

1(888) 7099187 info@messagewhiz.com www.messagewhiz.com www.mmdsmart.com in f > X Messqg?%iz 10



tel:+18887099187
mailto:info@messagewhiz.com
https://www.messagewhiz.com/
https://www.mmdsmart.com/
https://www.linkedin.com/
https://www.facebook.com/
https://www.youtube.com/
https://x.com/

CRM and Platform Integrations

WhatsApp delivers the most value when it's connected to the rest of your stack.
Integrating it with your CRM or helpdesk lets you:

 Track the full customer journey

 Personalize messages using profile or purchase data

 Log conversations for support and compliance

 Trigger messages based on events such as new orders or failed payments

Popular integrations include Salesforce, HubSpot, Zendesk, Shopify, and custom
packend systems. With MessageWhiz, you can connect WhatsApp messaging
into your broader pbusiness stack.

Templates and Personalization

Templates let you send messages outside the standard 24-hour reply window,
pbut they aren't one-size-fits-all. Each one must be carefully written, formatted,
and approved by WhatsApp.
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Best Practices for Templates

 Use clear, conversational language

« Include tokens to personalize messages, like first name, product name, or
appointment time

» Add buttons to drive action

» Group templates by purpose: transactional, promotional, support

MessageWhiz simplifies template creation and management, handling
approvals, performance tracking, and multilingual formatting so your team can
focus on the message, not the mechanics.
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Sentiment and Performance Analytics

Once your WhatsApp messaging is live, tracking performance is key. With
advanced reporting tools, you can monitor:

Delivery, read, and response rates

Drop-off points in automated flows

Common support topics

Customer sentiment based on message content or response tone

MessageWhiz gives you a full view of your WhatsApp channel performance, from
individual agent KPIs to campaign-level ROI, so you can optimize your messaging
strategy as you go.

Verified Business Profiles

With the WhatsApp Business Platform, eligible businesses can apply for a blue
verification badge. This gives your account a verified status that builds trust
with customers.

Benefits of Verification

» Appears alongside your brand name in the chat
« Increases confidence in the authenticity of your messages
» Reduces the chance of being blocked or ignored

MessageWhiz supports businesses throughout the verification process, ensuring
your profile is complete and meets WhatsApp's criteria.

In short, these tools are not just features; they are the building blocks of a
scalable, effective customer engagement strategy. Whether you're sending two
thousand messages or two million, MessageWhiz gives you the control, flexibility,
and insight needed to grow.
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Use Cases That Drive Real Results

WhatsApp Business messaging is designed to support meaningful, real-time
conversations between businesses and customers. Each message fits into one
of four categories — Marketing, Utility, Service, and Authentication, based on its
intent and timing. Understanding how to use each message type effectively can
help you build better relationships, streamline operations, and increase
customer lifetime value.

In this chapter, we explore practical use cases for each category, using
examples drawn from industries like gaming, ecommerce, finance, travel,
and logistics.

Messag
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Marketing Campaign Conversations
What it is: Business-initiated, template-based messaging used to promote offers,

highlight products, or re-engage customers. Sent outside the standard 24-hour
customer service window.

Message Type Tag Red Marketing

Customer Type: VIP Player \ <0ustomer Type: Returning Shoppen) [ Customer Type: Frequent Traveler

Your AirMax 270s are finally
back in stock in size 10.
Order now before they're gone!

Hi Steve, we've added a 50%
reload bonus to your account
this weekend. Ready to win
big again?

Book Now Check Schedule

Claim Bonus Let's Play

Top Tips

e Personalize the message

e Add urgency with a time-sensitive offer

e Use rich content like buttons, images, or quick replies

g L Shop Now

Your AirMax 270s are
finally back in stock in

size 10. Order now before - v i
they're gone! ¥
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Utility Conversations

What it is: Messages triggered by a customer's recent action. These are often
transactional or informational, and help keep the customer informed in real time.

Message Type Tag Utility Conversations
. Customer Type: Online Shoppel; <Customer Type: Hotel Guest >

N

Thanks for your order!

#54211 has shipped.

Expected delivery: Tuesday.
=

Booking confirmed: Sept 8-12 at
The Grand Athens. Check-in
begins at 3:00 PM. Check out our

special prices if you upgrade your |

View Order Contact Support room NOw.

Top Tips

e Be clear and concise - customers want quick updates

» Include relevantinfo like delivery times, tracking links, or service details
» Use rich content like clickable links, maps, or images if helpful

) ()
Booking confirmed: Sept S

8-12 at The Grand

Athens. Check-in begins

at 3:00 PM. Check out
our special prices if you
upgrade your room now.

i Messagess .
in f p X g hiz
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Service Conversations

What it is: Customer-initiated chats that allow for back-and-forth communication
with your support team, either through automation, live agents, or both.

Service

( Customer Type: Crypto Trader |
b

Customer Type: Tournament Player |

Customer Type: Airline Possenger)

Hi, | didn't receive my

G | lost connection during the final
withdrawal confirmation

QE round. Can | get my prize?

“ Can | add a checked bag to my
booking?

Sorry about that, Mia. We're
reviewing your match now Lo
and will update you shortly.

| can help with that. Was the

You can add bags for $45.
withdrawal in BTC or USDT?

Would you like to proceed? =

BTC usDT

Add Bag

Talk to Agent

Top Tips

» Personalize the response using the customer’'s name and issue

» Keep the tone helpful and human - it's not a bot convo

» Offer quick reply buttons or follow-up prompts to guide resolution

| lost connection during the
final round. Can | get my prize?

Sorry about that, Mia.
We're reviewing your
match now and will
update you shortly.
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Security Authentication Conversations

What it is: WhatsApp-approved templates used to deliver one-time passcodes
(OTPs), verify account access, or confirm identities securely.

Authentication

\Customer Type: Crypto Wallet User) < Customer Type: Fleet Driver ) éustomer Type: Returning Player

To access today's delivery
route, enter the code we just
sent to your number

Welcome back! Confirm your
account with this code:
774220,

Your one-time passcode for
BitSecure is 936410. It's
valid for 10 minutes.

Top Tips

e Make sure message arrives instantly and doesn't I1ook like spam
e Letusers know what the code is for (login, transaction, etc.)

e Keep it short and secure - just the OTP or verification code

Welcome back! Confirm
your account with this
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Final Tip: Match Use Case to Message Type

Each use case above fits neatly into one of WhatsApp's message categories.
Keeping your messages aligned with the correct category not only ensures
compliance, it also helps you take advantage of WhatsApp's pricing model and
optimize how you connect with customers.

Message Type Trigger Typical Use Case Requires Template?

Promotions,

, Yes
campaigns, upsells

Marketing Business-initiated

- Customer-initiated Order confirmations, ) )
Utility Yes (outside 24h window)

action delivery updates

Support requests,

NoO (within 24h window)
account changes

Service Customer inquiry

OTPs, 2FA, secure

identity verification Yes

Authentication Login or access event

Note: Any business-initiated message or message sent outside the 24-hour
customer service window must use a pre-approved template, regardless
of category.
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Pro Tips for Exceptional WhatsApp Customer Experience

Timing and Frequency of Messages

Send messages when they're most relevant. Transactional messages should go
out instantly. Promotional or service messages perform best during business hours
or when the user is most likely to engage, such as late afternoons or weekends.
Avoid over-messaging, limiting yourself to 2-3 promotional messages per week
unless the customer expects more.

Personalization Best Practices

Go beyond using a first name. Tailor content to user behavior, preferences,
purchase history, or location. For example, a traveler can receive hotel suggestions
based on destination. In gaming, reference their favorite game or level.
Personalization makes the message feel relevant — and that drives engagement.

W

-
e
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Getting Opt-Ins: Strategies That Convert

Make it easy and rewarding to opt in. Use on-site popups, post-purchase
confirmations, QR codes, or in-app prompts. Clearly explain the value: early access
to offers, real-time updates, or faster support. Keep the language short, positive,
and benefit-oriented. For example:

"Want real-time delivery updates on WhatsApp? Tap to subscribe.”

Reducing Response Times with Al + Human Agents

Combine chatbots and live agents for speed and quality. Use Al to greet users,
answer common guestions, and gather initial information. Then hand off to a
nhuman agent for complex queries. This hybrid approach ensures fast replies
without losing the personal touch.

Metrics to Track: Delivery, Read, Response, and Satisfaction

Track delivery and read rates to understand reach. Monitor response time and
response rate to gauge engagement. Use customer satisfaction scores (CSAT) and
resolution time for service messages. Together, these metrics show how well you're
delivering customer experience — and where to improve.
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Quick Checklist for WhatsApp
Customer Experience Success

Message Timing

0O Send transactional messages immediately
O Schedule promotions when customers are likely to engage
0O Limit to 2-3 non-transactional messages per week

Personalization

O Use first names and location when available
O Reference recent purchases or behavior
O Avoid generic mass messages

Opt-Ins

O Make sign-up easy via web, app, or QR code
O Clearly state the benefit of subscribing
O Confirm opt-in with a friendly welcome message

Automation

0O Use achatbot to handle FAQs and gather context
O Route complex queries to human agents seamilessly
O Maintain a natural, conversational tone

Performance Tracking

0O Monitor delivery and read rates
O Track average response time and CSAT
O Review customer interactions for quality control

Omnichannel Integration

O Sync WhatsApp with email, SMS, and other channels for consistent messaging
O Maintain a unified customer profile across all platforms
O Let customers switch channels without losing context
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Working with WhatsApp

Businesses that want to leverage WhatsApp successfully must operate within a
framework of trust. That means prioritizing compliance with WhatsApp's policies,
protecting customer data, and being transparent about how communications
are handled.

WhatsApp’s Business Policies
Here's what businesses need to keep in mind:

Policy Area Key Requirement What's New

Meta now requires clearer
documentation of opt-in origin and
timestamp.

You must obtain active user

Opt-I .
e consent before messaging.

Approvals are typically returnedin
under 24 hours, but stricter
rejections now apply to vague or
overly generic content.

Templates used for marketing,
utility, or authentication must be
pre-approved by WhatsApp.

Message Template
Approval

Gambling, crypto, and financial
messages require extra
compliance documentationin
some markets.

Messaging must align with
Use Case Limitations approved categories (utility,
marketing, authentication, service).

Marketing templates must include
Users must be able to opt out at an official opt-out button; relying on
any time. reply commands like "STOP" alone no

longer meets Metad's requirement.

User Controls

Pro Tip: Businesses operating in regulated industries (e.g., gaming, forex, crypto)
should work with messaging providers familiar with local compliance nuances.
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Data Security & Platform Integrity

WhatsApp uses end-to-end encryption by default, even for Business API
messages, ensuring that only the sender and recipient can view the content.
That said, how businesses handle data once it reaches their systems is crucial.

Security Best Practices:

» Use verified sender profiles (blue checkmark) to reinforce legitimacy.
 Store customer data securely and follow GDPR or relevant privacy laws.

» Monitor and log agent-customer interactions for accountability.

» Work with messaging platforms that offer strong encryption and secure APIs.

Trust is earned. Treat every message like a customer touchpoint that builds or
breaks confidence.
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Why MessageWhiz

When paired with MMDSmart MessageWhiz, WhatsApp becomes more than just o
nMessaging app. It becomes a powerful tool for building better customer relationships,
automating interactions, and growing your business.

Unlocking the Power of WhatsApp with MessageWhiz

Capability

Rich Messaging

Real-Time Conversations

Template & Compliance
Management

CRM & Platform
Integrations

Customer Insights &
Analytics

Automation & Chatbots

Omnichannel Capabilities

24/7 Support

1(888) 7099187

info@messagewnhiz.com

WhatsApp Business Platform

Engage users with
multimedia, buttons, quick
replies, and verified profiles

Two-way chat with
customers via automation or
live agents

Requires pre-approved
templates and compliance
with WhatsApp policies

Supports full APl integration

Access to read, delivery, and
response data

Automate customer journeys
with flows and triggers

Messaging via WhatsApp

N/A

www.messagewhiz.com

www.mmdsmart.com

Enhanced with MessageWhiz

Rich messaging capabilities extend beyond
WhatsApp's own UL

a) Personalization at scale

) Campaign orchestration across multiple
channels

c) Segmentation & targeting based on user
pbehavior

d) Triggered flows combining WhatsApp rich
content with follow-up via other channels if
the user doesn't respond

Seamless handoff between bots and
humans

Expert help creating, managing, and getting
templates approved

Plug-and-play connections with 100s of
applications

Advanced dashboards, campaign
optimization, A/B testing, and GenAl-powered
insights unavailable in native WhatsApp for
Business

Custom-built flows, persona-based routing,
and multi-language support

Unified platform including SMS, Viber, RCS,
email, Telegram, and voice to reach non-
WhatsApp users or reach customers if
WhatsApp loses service

Around-the-clock expert help from
dedicated account managers

: Messageyss .
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Why
MessageWhiz?

MMDSmart's MessageWhiz helps brands deliver secure, timely, and compliant customer experiences on WhatsApp at scale.
Here's why companies trust MessageWhiz to power their conversations:

Highest Delivery Rates: Recich customers instantly through our intelligent routing and direct connections to the WhatsApp

Business APl and telco partners.
24/7 Expert Support: Get round-the-clock support from dedicated account managers who help you get the most from

your campaigns and solve issues fast.
Built for Performance: Use CTR-based automation and delivery logic to boost engagement while staying compliant with

WhatsApp's business policies.
Flexible Integrations: Easily connect MessageWhiz to your CRM, marketing automation tools, and backend systems for

seamless workflows.
Al-Optimized Messaging: Test and refine message variants using GenAl to discover the copy, tone, and flow that drive

customer action.
Omnichannel Reach: Combine WhatsApp with SMS, RCS, Viber, Telegram, email, and voice in one platform for consistent

customer communication.
Smart Automation: Trigger personalized WhatsApp messages in real time based on user actions, behavior, or system events.

Actionable Insights: Measure delivery, open, click, and response rates with rich analytics tools that help you optimize every

customer journey.

Get in touch.

www.messagewhiz.com

info@messagewhiz.com

About MMDSmart

MMDSmart is a global communications technology company that delivers Al-powered voice and messaging solutions and services to carriers
and enterprises worldwide. With the mission to make every customer experience count, the company’s portfolio combines global telecom

capabilities with CPaas and cloud-based Call Center solutions.
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