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Why WhatsApp Belongs in Every Omnichannel Strateg�

Customers expect immediate, personalized service wherever they are. 

That’s why you should be building omnichannel messaging into the heart of 

your customer experience strategy+

For years, SMS has been the backbone of business messaging, thanks to its 

universal reach and simplicity. And while it still plays a vital role, especially in 

regions with limited mobile data, a powerful shift is underway.H

More and more businesses are adding WhatsApp to theirH

omnichannel communication mix*

WhatsApp is the most widely used messaging app on the planet, with over 

2.9 billion active users. In the United States alone, more than 86 million people 

use WhatsApp, making it the third most popular messaging platform.H

In countries like India, Brazil, and much of Europe, WhatsApp has become 

the default channel for digital communication+

Your customers already rely on WhatsApp to talk with friends and family. 

Now, they expect to interact with businesses the same way through fast, 

contextual, mobile-first conversations that don’t require downloading 

another app or waiting on hold)
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WhatsApp Business helps companies�

Deliver rich, branded messages with buttons, images, and document*

Engage customers in real time with automated or live conversation*

Offer secure, compliant communications with verified business profile*

Scale support, marketing, and transactions through one unified platfor/

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 or9

fine-tuning your approach, this guide will help you connect with your 

customers where they already are – on WhatsApp�

Let’s dive in�

WhatsApp Global User Growth by YeaG

Today, over 50% of businesses in the European Union conduct customer service 

over WhatsApp�
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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 business messaging on WhatsApp, how pricing is structured, what 

kinds of messages you can send, and how a Business Solution Provider.

like MessageWhiz 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�
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Feature WhatsApp Business App WhatsApp Business Platform

Designed for Small business Medium to large businesses

Interface Mobile app
Integrated with CRM or

messaging systems

User supported 1 phone, 1 user Multi-agent, multi-location

Automation Basic (quick replies, away messages)
Full automation with bots and  


workflows

Message volume Low to moderate High-volume, scalable

CRM/tech integration Not supported Full API support

Branding Basic profile
Verified business account


possible

Access Method Self-serve
Via approved Business Solution


Provider like MessageWhiz

mailto:info@messagewhiz.com
http://www.messagewhiz.com
https://mmdsmart.com


The WhatsApp Business App is best suited for very small 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 aF

WhatsApp-approved Business Solution Provider (BSP). This is whereF

MessageWhiz comes in)

As a BSP, MessageWhiz 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 orchestrationk

across SMS, Viber, email and moreM
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Understanding WhatsApp Pricing

WhatsApp charges businesses based on conversations, not individual messages. 

A conversation is a 24-hour window that starts when the first business message 

is delivered. Each conversation falls into one of four categories.

Conversation Categories

Category Description Common Use Cases

Utility
Customer-initiated or transactional~

messages related to a recent action

Order confirmations, appointment~

updates

Authentication One-time passcodes or login verification 2FA, login or sign-up codes

Authentication Business-initiated promotional content Sales offers, product updates

Service Customer support conversations Issue resolution, questions

Marketing and authentication messages must be sent using pre-approved 

templates. Utility and service conversations can include more flexible, free-form 

responses within an active session�

Illustrative Pricing by Region (Per Conversation)

Region Marketing Utility Authentication Service

North America $0.025 $0.015 $0.018 $0.015

Europe $0.030 $0.020 $0.022 $0.018

LATAM $0.015 $0.010 $0.012 $0.010

Asia-Pacific $0.020 $0.012 $0.014 $0.012

Disclaimer: These rates are approximate and vary by country. Many businesses also receive a 

monthly allowance of free service conversations. A BSP like MessageWhiz can help optimize 

costs by using intelligent routing and automation to reduce the number of chargeable conversations¶
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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 notifications outside the 24-hour 

session windoH

Must be pre-approved by WhatsApA

Can include variables for names, times, product details, and morE

Session Messages

Sent within 24 hours of the customer’s last messag�

Free-form and well-suited for live support or ongoing conversations

Supported Message Formats

Type Description Example

Text Standard message “Thanks for your order!”

Images Product or document visuals “See the attached image.”

Documents PDFs, invoices, brochures “Here’s your invoice.”

Buttons Call-to-action buttons “Track order” or “Talk to support”

Quick replies Tap-to-respond options “Yes” / “No” / “Reschedule”

Location Share business or delivery address
“Here’s where to pick up your �

package.”

Lists Multi-choice menus “Select a product category”

Contact Cards Send team or support contacts “Reach our manager here.”

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. But scaling it into a5

high-performing customer communication channel takes the right tools, 

integrations, and strategic use of automation. In this section, we dive into the 

features that help businesses turn messaging into measurable results; 5

whether you are aiming to drive conversions, provide support, or improve loyalty 

These tools are available through the WhatsApp Business Platform and can be 

fully managed and optimized by a Business Solution Provider like MessageWhiz 

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 involving a live agent — unless neededT

What You Can Automate

Welcome messages and FAQ response�

Lead qualification and routin�

Appointment booking or confirmation�

Order tracking and delivery update�

Account verification or onboardin�

MessageWhiz can help design conversation flows that make interactions 

seamless and feel human, even when no agent is involved. And when human 

help is needed, the system can hand off the chat instantly to a live agento

1 (888) 7099187 info@messagewhiz.com www.messagewhiz.com www.mmdsmart.com

9

Table of Contents

mailto:info@messagewhiz.com
http://www.messagewhiz.com
https://mmdsmart.com
https://www.figma.com/design/RYEZgcq4W82zz23G37n15c/MW_Banners?node-id=2257-13879


1 (888) 7099187 info@messagewhiz.com www.messagewhiz.com www.mmdsmart.com

10

CRM and Platform Integrations

To get the most value out of WhatsApp, it should not stand alone. Integrating it 

with your CRM or helpdesk allows you to@

Track the full customer journe?

Personalize messages using profile or purchase datR

Log conversations for support and complianc[

Trigger messages based on events (e.g. new orders, failed payments9

Popular integrations include Salesforce, HubSpot, Zendesk, Shopify, and custom 

backend systems. With MessageWhiz, you can connect WhatsApp messaging 

into your broader business stack.

Templates and Personalization

Templates allow you to send messages outside of the standard 24-hour reply 

window. But templates are not one-size-fits-all; they must be carefully written, 

formatted, and approved by WhatsApp.
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Best Practices for Template%

Use clear, conversational languagY

Include tokens to personalize messagesU

      (e.g. first name, product name, appointment time9

Add buttons to drive actioF

Group templates by purpose:U

      transactional, promotional, supporZ

MessageWhiz simplifies template creation and management. We help with 

approvals, performance tracking, and multilingual formatting so your team can 

focus on the message, not the mechanics:

Rich Message Element%

WhatsApp supports a variety of content types that go beyond simple text. Used 

correctly, these features can improve click-through rates, reduce confusion, and 

shorten the path to resolution:

Element Description Use Case Example

Buttons Up to 3 action buttons per message “Track Order” / “Contact Agent”

Quick Replies Tap-to-respond options
“Yes” / “No” / “Reschedule í
Delivery”

Lists Structured menus for navigation
“Choose your preferred travel    í
 time”

Images Help visualize a product or service
“Here’s a preview of your í
booking”

Documents Send files like invoices, product sheets “See attached rental agreement”

Locations Share coordinates or store addresses “Pick up your package here”

The right use of interactive elements turns a passive message intoU

an active experience¢
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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 rate7

Drop-off points in automated flow7

Common support topic7

Customer sentiment based on message content or response ton1

MessageWhiz offers detailed analytics dashboards that give you a full view of 

your WhatsApp channel performance, from individual agent KPIs to5

campaign-level ROI. This data is essential for optimizing messaging strategies 

over time�

Verified Business Profiles

With the WhatsApp Business Platform, eligible businesses can apply for a green 

checkmark verification badge. This gives your account a verified status that 

builds trust with customersM

Benefits of Verification

Appears alongside your brand name in the cha�

Increases confidence in the authenticity of your message7

Reduces the chance of being blocked or ignore�

MessageWhiz supports businesses throughout the verification process, ensuring 

your profile is complete and meets WhatsApp’s criteriao

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 growm

1 (888) 7099187 info@messagewhiz.com www.messagewhiz.com www.mmdsmart.com

12

Table of Contents

mailto:info@messagewhiz.com
http://www.messagewhiz.com
https://mmdsmart.com
https://www.figma.com/design/RYEZgcq4W82zz23G37n15c/MW_Banners?node-id=2257-13879


mailto:info@messagewhiz.com
http://www.messagewhiz.com
https://mmdsmart.com
https://www.figma.com/design/RYEZgcq4W82zz23G37n15c/MW_Banners?node-id=2257-13879


mailto:info@messagewhiz.com
http://www.messagewhiz.com
https://mmdsmart.com


mailto:info@messagewhiz.com
http://www.messagewhiz.com
https://mmdsmart.com


mailto:info@messagewhiz.com
http://www.messagewhiz.com
https://mmdsmart.com


mailto:info@messagewhiz.com
http://www.messagewhiz.com
https://mmdsmart.com


mailto:info@messagewhiz.com
http://www.messagewhiz.com
https://mmdsmart.com
https://www.figma.com/design/RYEZgcq4W82zz23G37n15c/MW_Banners?node-id=2257-13879


mailto:info@messagewhiz.com
http://www.messagewhiz.com
https://mmdsmart.com


mailto:info@messagewhiz.com
http://www.messagewhiz.com
https://mmdsmart.com


mailto:info@messagewhiz.com
http://www.messagewhiz.com
https://mmdsmart.com
https://www.figma.com/design/RYEZgcq4W82zz23G37n15c/MW_Banners?node-id=2257-13879


mailto:info@messagewhiz.com
http://www.messagewhiz.com
https://mmdsmart.com
https://www.figma.com/design/RYEZgcq4W82zz23G37n15c/MW_Banners?node-id=2257-13879


mailto:info@messagewhiz.com
http://www.messagewhiz.com
https://mmdsmart.com
https://www.figma.com/design/RYEZgcq4W82zz23G37n15c/MW_Banners?node-id=2257-13879


mailto:info@messagewhiz.com
http://www.messagewhiz.com
https://mmdsmart.com
https://www.figma.com/design/RYEZgcq4W82zz23G37n15c/MW_Banners?node-id=2257-13879


mailto:info@messagewhiz.com
http://www.messagewhiz.com
https://mmdsmart.com
https://www.figma.com/design/RYEZgcq4W82zz23G37n15c/MW_Banners?node-id=2257-13879


https://info.messagewhiz.com/meetings/demosalesteam/enterprise-sales?_gl=1*18zx4q4*_gcl_aw*R0NMLjE3NTMyNTc2NzcuQ2owS0NRandrSUxFQmhEZUFSSXNBTC0tcGp4SVhTdE1NYjV1a0JrVTI1RFYzdWJmbzhPNnJtV1U1cXVGVnFiNl9WeVhneTF5RWl6bjVsUWFBbjBxRUFMd193Y0I.*_gcl_au*NzQwNzg0MjQzLjE3NTU2Mzc4OTM.&uuid=486f73df-f35b-4fbc-94f1-d1ae991019a5
https://messagewhiz.com/
mailto:info@mmdsmart.com

