The biggest

growth opportunity
for brands starts in a
conversation?



Welcome to the era of Al powered Conversations

Hil Do you have any
pet-friendly plants? .,
U

Hello! We do! WI
are you looki

Hi Quinn, your order 1032
has shipped!



potential customers
on WhatsApp

Source: Meta Internal Data, April 2025



Hi Frank! Your guide is on the way.
Meet him outside at the kerb. Enjoy

conversations happen between people and
businesses every day across our messaging services

Source: Meta Internal Data, May 2025 a
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Happy to help! Do you prefer light - Y \\

or dark roast?
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| want to switch up my monthly A=
coffee order. What would you %
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. "Agentic” is a word we’ll hear more often
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agentic commerce
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The state
of business
messaging
globally




01 The state of business messaging in the World WhatsApp

N

71% prefer to message
' ' ' (V—_) C) with a business rather

than calling a business

8in10 | =

global consumers message
with a business at least once
a week

72.7% prefer to
message with a
business rather than

sending an email
- J

Source: Business Messaging Usage Research by 3rd party. (Meta commissioned online study of 11,056 online
adults in BR, MX, ID, TH, VN, UK, DE, ES, FR, IN, US, PH, MY, CA, AR, CO, TR AND SG), April/September 2025.




01 The state of business messaging in the World WhatsApp

64% of global consumers
would prefer to make a
purchase via messaging
than going to a store

7in10 find it
easier to message
a business than
deal with a website

68.6% prefer to message
with a business rather than
visiting in person

Source: Business Messaging Usage Research by 3rd party. (Meta commissioned online study of 11,056 online
adults in BR, MX, ID, TH, VN, UK, DE, ES, FR, IN, US, PH, MY, CA, AR, CO, TR AND SG), April/September 2025.




01 The state of business messaging in the World

2

Trust becomes a
differentiator

WhatsApp

3 in 4 global consumers trust
a business more when they
can exchange messages with
the business

79.3% of global consumers agree
they are more likely to message a
business if they have confidence
that it is legitimate



01 The state of business messaging in the World WhatsApp

that quicker responses 24/7 from an
Al chatbot would significantly
N’ improve their experience

. \ 42.9% of global consumers agree

45.5% of global consumers rank 'Fast
Response' as the most valuable
attribute when messaging a business.
It is the top global value.




01 The state of business messaging in the World

WhatsApp

Q eeee ©

3 in 4 global consumers like it when they
receive a personalised message about
products, service, discount coupons and
sales opportunities from a business

@ 02.3%

of global consumers
feel they receive too
many messages
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02 Europe vs. The World

WhatsApp for Business
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Product & Next steps



03 Product & Next steps

Business Messaging converts conversations into growth at every
stage of the customer lifecycle

Higher conversion Lower Customer churn

Increased

lead Improved
generation Productivity
oQv W
Ecoshop.Get;carly access toMega Sales Day:deals. Greater return on ad Higher order
Viewalls comments spend (ROAS) value
@ lofti232
A Q ® 0 o -
... through a single, persistent thread

\ < ® ] /

16



03 Product & Next steps

Businesses are moving
to messaging because it
drives Business Growth

Customer Customer
Enablement Activation (marketing)

Empower customers with timely, helpful information Inspire action with personalized offers



03 Product & Next steps

Businesses are moving
to messaging because it
drives Business Growth

Cusfomer
Activation

Inspire action with personalized offers



03 Product & Next steps

Marketing
Messaging:

send messages
to increase sales

Marketing messages allow
businesses to send
re-engagement messages
at scale to increase sales,
loyalty and engagement.

It allows businesses to engage
their subscribers who have
given consent to receive
messages from the business.

< \n. LaLueur &

Business Account

Today

@ This business uses a secure service from Meta
to manage this chat. Learn more

Hi Anika! © Missing your LaLueur
glow yet? ¥ Discover our
inclusive beauty must-haves for
all skin types! &

11:53

Shop now

a

/ 9:41 ull ¥ @

©

LalLueur
Business Account

Today

@ This business uses a secure service from Meta to
manage this chat. Learn more

Hi Anika! Check out our top
recommendations for you. 11:50

Create your perfect routine, shop Last chance to save on our We
our selection of skin products. collection of hair and skin care. car
[4 Shop now [4 Shop now

< Tell me more &« Tell me more

® Message

@@0
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03 Product & Next steps

(. . lalueur
=
Sondvossage Whatshon >
lluur Comparions o ayour fumeys. Cht wih

{_us to find your perfect fit

& 0 Jasper's Market #

Welcome to Jasper's Market WhatsApp
channel! Message us anytime to get the
product answers you need, make

service requests or just want to

Reach your audience

\-

Ads that click to WhatsApp
Dear David, the matching brown
brogues you saved are now back in
stock! You can find them at

(new or existing customers)
on Facebook or Instagram,
leveraging Meta ads tools

chat with any questions. .

\

ind & Wool #

Today

or respond to this

Marketing Messages

Re-engage your existing customers
with timely and valuable messages

on WhatsApp

Click to WhatsApp Ads: provide a compelling
entry point into your messaging journeys

Website plugin

DRI

< jaspersmarket
Official icon in
2,998 1.3M 398
the webpage Posts  Followers Following
Jasper's Market

Local grown produce at prices you can afford.
Always available for questions and suggestions! Got
one? Tap the link t0 talk to us directly!

https://wa.me/11234567890

Followed by paulaguzmanaZ, boda and 12 others

R vessooe cal v
Link to chat

QR code on the
product packaging



03 Product & Next steps

Businesses are moving
to messaging because it
drives Business Growth

Cusfomer
Enablement

Empower customers with timely, helpful information



03 Product & Next steps

Customer Enablement

Messages like order Messages to enable a business
confirmations, payment to authenticate/verify users
reminders that are initiated by the with one-time passcodes

business due to a user action

Initiated by businesses

Messages users send
to businesses, typically
with questions/inquiries

for the business to address

Initiated by users

22



03 Product & Next steps

Utility: messages help enhance business efficiency

Resolve potential fraud
situations faster

ﬁao van)

< (g CSMualo :

Business Account
Today

& Messages and calls are end-to-end encrypted. No
one outside of this chat, not even WhatsApp, can
read o listen to them. Learn more

@ This business uses a secure service from the
Meta company to manage this chat. Learn more

@ Unusual transaction detected:
$200 at RDS inc. on Monday 14th
July. If this was you, reply 'YES'. If
not, reply 'NO' to block your card
immediately. 11:43

CS Mutual
@ Unusual transaction detected: $200 at
RDS inc. on Monday 14th July. If thi

YES n:43

YT
-

Reduce costs and enhance customer
satisfaction by minimizing inbound inquiries

and keeping customers informed
630 v4 h

& Markt @
Business Account

Your order has been placed. Tap
here to view order details.

7:43

& View order details
Today

Markt
Your order has been placed. Tap here to
view order details.

View order details 1012w/

Your order details:

Order number: 095486

Item: Holiday candle trio

Order total: $18.99

Delivery: 48 hour in store pick-up g

Is there anything else we can help

?
you with today? ks

I'd like to amend my store pick-up
location

[12:35 v4 l\

®© Message 0 @ o

& — J

- —_— /

Reduce late payments and
increase topline revenue

<« @ Pacific Moon University & .
Business Account )

"ONE OUTSIdE Of This Chat, not even WRatSApp, can
read or listen to them. Tap to learn more.

This chat is with a business account. Tap to learn

ﬁ Tuition_Statement.pdf

4 pages - 4.3 MB - PDF
Hi Gloria, your tuition is ready to be
settled. Your payment of $2350 is
due on February 14.

11:59

2 Pay tuition
Pacific Moon University
Hi Gloria, your tuition is ready to be
settled. Your payment of $2350 is due
on February 14,

Pay tuition 11:59

Thanks for the reminder! , o,

® Messax > o @

Decreased missed appointments

-

i

Endo Motors %

usiness Account

@ Messages and calls are end-to-end encrypted No
oneoutside of this chat, not even WhatsApp, can
read or stento them. Tap to leam more:

Hi, your test drive for the Endo sport
is coming up on Friday at 2pm!
Please confirm your attendance by
replying ‘Confirm.

If you need to reschedule please
reply 'Reschedule’.

Thank you, we look forward to
seeing you on Friday! &=

Endo Motors

Hi, your test drive for the Endo sport is ¢
oming up on Friday at 2pm Please confi
rm your attendance by replying ‘Confir

m
* If you need to reschedule please reply 'R %

eschedule’

Thank you, we look forward to seeing yo

u on Friday!

Confirm

~

a |

o

23



03 Product & Next steps

Authentication: Use authentication messages to
achieve business objectives across the customer journey

Drive active user growth by successfully Enable other conversion events by ensuring Confidently secure new revenue by Protect existing revenue by requiring
authenticating users on WhatsApp customers safely re-access their accounts authenticating users during checkout verification during an order delivery

/ 9:4 all & i\ / 9:41

< @ Endomoto o < Zoomture

o=  Business Account Business Account

/ 9:41 all T -\ ( 9:41 all i\

< .. LaLueur Beauty o < Jasper'’s Market @

Business Account Business Account

é)

Today Today Today Today
@ This business uses a secure service from Meta @ This business uses a secure service from Meta @ This business uses a secure service from Meta @ This business uses a secure service from Meta
to manage this chat. Learn more to manage this chat. Learn more to manage this chat. Learn more to manage this chat. Learn more
Thank you for opting in to receive 203947 is your verification code. You left something in your cart! Thank you for your order. Your food
messages on WhatsApp! This code expires in 5 minutes Don't miss out — check out now is being prepared.
11:53 AM 12:04 PM before it's too late. 12:08 PM
12:04 PM
797011 is your verification code. @ Copy Code Great news! Your food is on its way.
For your security, do not share this Complete Order ETA is 8 minutes.
code. g You have successfully verified your
12:04 PM new device. Thank You. Use code 540180 to verify your
12106 PM transaction for $25.00 at LaLuer Your order is arriving now. Please
@ Copy Code Beauty. This code expires in 3 show code 293856 to the courier to
minutes. receive your delivery.
Welcome! Your new account is now 12:04 PM
activated.
12:08 PM (3 Copy Code Thank you for ordering with us.

How was your meal?
Thanks for your order! Your order is
#12345. We will send an update
when your order is ready for
shipment.

12:08 PM

Q
)
©
Q
)
©

[+




03 Product & Next steps

Service: Customer

contact via WhatsApp

helps solve questions quickly
and efficiently

N 8 8 N

Product information
Do you have this article in size L?

Shipping information
Where is my order?

Issues and complaints
My flight has been cancelled - Can | get a refund?

Information about processes
| would like to return my product. How can | do this?

*Source: WhatsApp Business Intelligence and Business Messaging & Lead Gen Research Repository, Aug 2026.

-
<

14:10 all T @.

@ Downtown Bank &

Thank you, that's a great choice!
Stating additional benefits for the
Shopping Credit Card-

« For online purchases done with
the card, you earn four reward
Points
Get 1.8% railway surcharge
waiver for bookings done on
irctc.com
Earn 10 times more reward
points on spending related to
groceries, movies, dining and
department stores.

Dispatch now
Talk to a live agent

Remind me later

Downtown Bank

Thank you, that’s a great choice...

Talk to a live agent

4

©

< 4% Zendesk

I'm out of users and | have a new
employee starting next week.

No problem, adding additional users is
easy. Here's our self-service menu:

What do you need added to your
account?
= Make your selection
Zendesk
What do you need added to your account?

Small Bundle
Five new users

Great! Those new users should now be
available.

Can | help you with anything else?
No thanks &

How would you rate your support today?

Bad

Zendesk
How would you rate your support today?
Good
i 0 ©

25



03 Product & Next steps

70% =«

of online adults already agree that
getting a response from Al is helpful

Source: Business Messaging Usage Research by 3rd party (Meta commissioned online
study of 11,016 online adults in US, FR, DE, UK, ES, IN, MX, BR, ID, TH, VN, MY, PH, CA,

AR, CO, TR, SG, KSA, UAE, NZ, and AU, April 2026)

-
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o W
Hi! When will the Soothing & Balance
Moisturizer be back in stock?
PErwrssas:
It should be back in stock
by this time next week!




Meta Business
Agent

Now available globally

What can | do for you?
Busy morning! You had 23 conversations.

+ 3 customers could use your help

+ Customers are asking about summer scents this
week

+ A few recommendations on how to improve
your agent

A few conversations dropped off before finishing.

Want tolook into why’

& Needsattention

i3 Allergy andingredient inauiry

¢l

Custom product request

Refund request
©

% Improve your agent

@ Conversation themes

=]

© Customer sentiment

© Positive 65% @ Negative 10% ® Neutral 25%

View

f00:44

<« “7A Lucky Shrub

Business Account

February 10, 2026

my Fiddle-Leaf Fig arrive?

It's almost therel!

% Order #PN2402
View details

Delivered

Your order has been delivered. Hope
you enjoy it!

Wow - today!!!

\

Hey just checking in — when should

® Message v @ °

v4 I\

39 W
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03 Product & Next steps

Website
business
Campaign
data
Insights A

(&), gorgias endesk

Potential

customers

28



Framework to
Build

A complete messaging service flow -
from proactive outreach to resolution to
follow-up.

What's the service goal you're solving for?
— Faster resolution?

— Lower cost-to-serve?

— Higher customer satisfaction?

— Fewer repeat contacts?

Business outcome

Customer Customer Cost
retention satisfaction reduction

Inquiry Customer Order
resolution onboarding fulfillment




03 Product & Next steps

Messaging Journeys Framework

A complete messaging service flow -
from proactive outreach to resolution to follow-up.

Using the Messaging Journeys Framework:

01 02 03

Identify your resolution points Define your entry and re-entry points  Craft your in-chat experience
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WhatsApp

222222222



