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Introduction
WhatsApp, the most widely used messaging app on the planet, has become one of the most 

important platforms of the digital world. WhatsApp has over 2 billion active users, and 100 

billion messages are sent per day on the platform,  Additionally, every day, 

about 175 million users communicate with Businesses over WhatsApp to purchase services 

or products, and for customer support.



Based on these numbers, it's safe to say that WhatsApp has established itself as a vital 

communication medium in business and customer service today. WhatsApp Business, which 

allows businesses to communicate with their consumers directly, has proven that WhatsApp 

is no longer only an instant messaging service and has quickly expanded into the


e-commerce space.



Today, customer service is now completely done on written channels, and WhatsApp has 

become a must-have platform. Its growth made businesses on a global scale include 

WhatsApp in their customer service processes, turn WhatsApp into a sales channel and shift 

their sales operations to the conversational commerce space.


according to data.

https://backlinko.com/whatsapp-users
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Why is WhatsApp so important in customer communication?

Today, WhatsApp is one of the most widely used messaging platforms in more than 160 

countries and it continues to grow in popularity at a steady pace. This growth is driven by the 

fact that roughly 175 million people use WhatsApp every day to send messages to businesses 

that they buy products and services from. To put this into perspective, 18 million businesses 

have downloaded the WhatsApp Business app in September 2021 alone.

These figures make it clear that the traditional verbal communication models have been 

supplanted by written channels. Consumers now expect to be able to communicate with 

businesses at any time and on any topic using the digital tools they already use on a daily 

basis. According to studies,  are willing to spend more for a better customer 

experience, and  for a business that texts them instead of calling 

them.

80% of customers

75% are willing to pay more

The solution: A conversational commerce 
platform, like WhatsApp.

https://backlinko.com/whatsapp-users
https://www.superoffice.com/blog/customer-experience-statistics/
https://www.liveperson.com/resources-reports/consumer-preferences-2019


In short, only online messaging platforms can 

create a dialogue between a business and a 

consumer, leading to the customer making a 

purchase. WhatsApp is at the vanguard of 

these platforms, as it is the most widely-used 

instant messaging app worldwide.



WhatsApp is preferred by customers for 

private conversations, online purchases, and 

quick customer service. Almost any business 

can utilize this platform to recommend 

products to consumers, build shopping carts 

for them, provide updates about their orders, 

and allow them to make purchases directly on 

this platform.


WhatsApp offers businesses a way to utilize the WhatsApp Business app to communicate 

with their customers one-on-one and provide quicker and more proactive customer support. 

This app enables businesses to provide every single customer with a personalized messaging 

experience, allowing for more functional and personalized customer service management.



Businesses leverage WhatsApp not only to provide customer support to their customers, but 

also to direct customers to make purchases using its features that allow conversational 

commerce, thanks to its widespread adoption all over the world, user-friendly interface, and 

practicality.



Choosing products and putting together a shopping cart by browsing websites is, of course, 

a different consumer experience. Businesses that can integrate a live guide (customer 

representative) who speaks the consumer's language in this process, on the other hand, hold 

the power to manage the sales operations more quickly and profitably by communicating 

with the customer directly over WhatsApp.


Stellar customer service with 
WhatsApp

So, what is WhatsApp Business?

18 Ekim Pzt

CommerceBird
tap here for contact info

9:41

 Bu sohbetteki mesajla ve aramalar artık uçtan uca 
şifreleme ile korunmaktadır. CommenceBird, mesajlarınızı ve 
aramalarınızı saklamak, okumak ve yanıtlamak için başka bir 

şirket kullanabilir. Daha fazla bilgi edinmek için dokunun. 

Bu sohbet bir işletme hesabıyla yapılıyor.

Daha fazla bilgi edinmek için dokunun. 

Bu sohbet bir işletme hesabıyla yapılıyor. 

Daha fazla bilgi edinmek için dokunun.

Nice! Let me check them out.
11:44

Hi there! What items are in 
stock? 11:43

Everything in our catalogue is 
available now. We have a few 
new items too. You can check 
them out by clicking this link: 
www.commercebird.com/katalog

Absolutely, let us know if you 
have any questions. 11:45

11:43
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WhatsApp: The leading online messaging app

WhatsApp is an app that can be used by everyone with a smartphone in the world. Thanks to 

its popularity among users, customers from all over the world can be contacted in an instant, 

effortlessly and reliably, making it possible to promote services and campaigns directly to the 

user.



Businesses use the WhatsApp Business app to engage with consumers and make sales in 

real-time. In terms of customer service experience, this app is especially useful for small-scale 

or new businesses looking for new customers.


WhatsApp's API service is built specifically to suit the needs of enterprises with a significant 

number of messages. As the WhatsApp Business API service expands the range of 

capabilities available to the e-commerce industry, businesses' relationships with their 

customers become more diverse day by day. Businesses that utilize the WhatsApp Business 

API gain the ability to use the platform's online purchasing tools to not only manage their 

customer support but also sell directly to their customers.

WhatsApp Business is a business-oriented version of WhatsApp 
and it's used by more than 50 million organizations on a daily basis.
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What are the differences between WhatsApp Business and WhatsApp Business API?

Businesses that utilize WhatsApp for customer communication must first decide which 

WhatsApp service is best suited for their use case. WhatsApp Business provides very good 

options, in particular for small and medium-sized organizations. However, for organizations 

that are expanding their operations and seeing the number of messages is increase, the 

WhatsApp Business app may fall short of the mark. Businesses dealing with a large volume of 

messages need to work with an Official WhatsApp Business Solution Provider (BSP) to use an 

API service.

WhatsApp Business App WhatsApp Business API

It's ideal for small enterprises with a 
low message volume.

It is available for download and use, free 
of charge. No need to set anything up.

There are no limitations on who you 
send a message to or when you can 
send it.

It is for a single user only. Doesn’t 
offer multi-user support.

It can only be used on one device at a 
time. Not suitable for team management.

It can only be managed using WhatsApp 
and cannot be linked to any CRM.

Functions and features like message 
templates, auto-replies and greeting 
messages are not available.

Ideal for large businesses with a high 
volume of messages.

Needs to be approved by WhatsApp before 
use. Requires technical setup.

The conversation can only be initiated by 
the customer side, and it will be unavailable 
after 24 hours.

It can be managed with an unlimited 
number of agents. Supports multiple users.

It can be used with as many devices as 
you see fit. Ideal for team management.

It can be managed from any platform and 
can be linked to CRM software.

Functions and features like message 
templates, auto-replies, and greeting 
messages are available.
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Build trust with your customers with WhatsApp Business API

Customers like to communicate with 

businesses using platforms they are 

already familiar with. Businesses that 

thoroughly evaluate their consumers' daily 

activities and habits and opt to be where 

the customers are much more likely to be 

one step ahead of their competitors.

The WhatsApp Business API service is a 

terrific way to give your consumers unique 

experiences and show that you speak their 

language. Customers will be able to reach 

you on their preferred platforms at any 

time if you provide customer support via 

WhatsApp; in other words, you will be 

there when they need you.

When you use a BSP to access the WhatsApp Business 

API service, your customers will know they're speaking 

with a real company. It also offers your business a 

professional appearance. The API service allows you to 

get a green WhatsApp account, which gives your 

customers a sense of trust in your company.

Younger generations use WhatsApp on a daily basis in 180 countries around the world. 

Telephone conversations fell out of favor in the last decade. Even e-mail, which is a text-

based communication channel, is on its way out. Given that generations Z and Y already use 

WhatsApp for communication with friends and family, transforming it into a sales platform 

entails providing consumers with an interactive experience. 

14:40

Hi! Welcome to CommerceBird 
on WhatsApp.

14:41

From now on, you will receive all the 
information about our products via 
WhatsApp. If you would like to stop 
receiving notifications through 
WhatsApp, send us a message with 
the word STOP.

CommerceBird
Online

9:41

Contact Us

See Products

Make a Purchase

CommerceBird
Online

9:41

Zeynep Benli

Thank you!

11:43

CommerceBird

 Your order has been processed and 

we are preparing your item for 

shipment shortly. We will send you a 

notification on WhatsApp once it has 

been shipped.

11:41

Zeynep Benli

Hello! I was wondering when my 

order will be shipped?


11:40

Follow your customers

Reassure your customers 
with the green checkmark

Include text-based communication channels in your customer service

CommerceBird

14:40

Hi! Welcome to CommerceBird 
on WhatsApp.

Zeynep Benli

Hello! I was wondering when my 

order will be shipped?


11:40



Build trust with your customers with WhatsApp Business API

Increase your revenue by selling on WhatsApp

Businesses that sign with a BSP to purchase the WhatsApp Business API service can have 

genuine discussions with their consumers. Secondly, it enhances the WhatsApp experience 

by adding features like sending reminders and notifications, selling on the platform, and 

offering faster and more professional customer care.



Businesses that provide WhatsApp services ensure that messages are delivered and read 

by their recipients. Businesses gain the ability to send interesting content and increase the 

likelihood of converting potential clients into active customers by leveraging various media 

content options. Also, by providing individualized experiences suited to each consumer, 

they boost the potential of selling to them.


Leverage Desk360's WhatsApp Business 
API solution today to join the ranks of 

organizations that handle their customer 
care more effectively
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What can you achieve with the WhatsApp Business API?

Multi-user and multi-device 
support

You can take full advantage of your customer 

support line with multiple customer 

representatives on several devices at the same 

time with the WhatsApp Business API, and you 

can integrate it into your CRM. WhatsApp 

Business API allows you to send as many auto-

replies, message templates, and bulk messages 

as you need. Getting a green checkmark will 

give your company a more professional 

appearance. Keep in mind that these features 

are only accessible via API; the WhatsApp 

Business app does not have access to them.

You gain the ability to manage your customer 

support with several customer representatives 

simultaneously with the API service provided by 

Desk360, an official WhatsApp Business Solution 

Provider. You can also use your business phone 

number on several devices at once. The 

advantages of this solution are:

•	Form different teams based on your requirements.


•	Provides more professional customer service.


•	Make sales on WhatsApp.


•	Assign WhatsApp messages to different teams.



What can you achieve with the WhatsApp Business API?

14:40

Hi! Welcome to CommerceBird 
on WhatsApp.

14:41

From now on, you will receive all the 
information about our products via 
WhatsApp. If you would like to stop 
receiving notifications through 
WhatsApp, send us a message with 
the word STOP.


CommerceBird
Online

9:41

Contact Us

See Products

Make a Purchase

You can send various kinds of notifications or customer 

support messages to your customers using WhatsApp 

message templates. These can be appointment 

reminders, ticket resolution notifications, payment 

updates, shipping information, and more. Message 

templates have the following benefits:

With the automation opportunities of chatbots, you can streamline and automate your 

customer support processes and increase productivity. Take the burden off your customer 

service team's shoulders while providing a quick and easy support experience for your 

customers. Chatbots provide the following benefits:

Message templates

Customer support with Chatbots

•	Create personalized messages for each customer.


•	Prevents spam.


•	Enables the company to start the dialogue.


•	Customers can complete transactions with just one 

click using dynamic buttons.


•	Use a virtual assistant to allow customers to perform actions using the bot.


•	Retrieves essential data and easily transitions to live support.


•	Provides product, inventory, special offers, and after-sales support information.


•	It reacts to customer requests and resolves issues quicker.
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How to use the WhatsApp Business API

There are two types of messages in the WhatsApp Business API: customer-initiated session 

messages and business-initiated message templates.



Session messages are messages sent by customers. Customers can send businesses an 

unlimited number of WhatsApp messages at any time. This is not, however, the same for 

businesses. WhatsApp's goal with this restriction is to protect users' privacy and prevent them 

from any potential spam messages. As a business, you have 24 hours to respond to a message. 

After a 24-hour period, you won’t be able to respond to the expired messages. After that time 

period has passed, businesses can start discussions by delivering message templates 

exclusively to customers who have given their explicit permission to receive messages.

Customer-initiated session message loop:

Business-initiated message template loop:

The business decides to 

send a message to the 

customer.

Customers' consent is collected 

through any platform (WhatsApp, 

e-mail, SMS, website).

The business sends a message 

template to the customers who 

have given their approval.

The session expires 24 

hours after the 

customer’s last 

message.

During this period, the 
customer and the 

business have no 
restrictions on the 

number of messages sent.

The 24-hour session 

begins

The customer sends 

a message.



How to use the WhatsApp Business API

Message templates can only be sent to customers who have given consent. Only 

customers who have given their permission can get message templates. It is designed to 

send customers updates regarding the service and product they have received, not for 

advertising purposes. If a company wants to send a message template to users, the 

messages first need to be approved by WhatsApp. Templates that haven't been approved 

can't be used.



In order to send message templates, you must consult your solution provider (BSP) from 

which you get WhatsApp Business API service and get approval from them. To prevent 

businesses from sending spam messages to users, this approval process is critical.

How to use WhatsApp 
message templates

Message templates are subject to charge. 
Message templates sent in a 24-hour period, 
on the other hand, are not subject to charge.



To utilize the WhatsApp Business API, you need 
to work with an Official Business Solution 

Provider (BSP).

You can gain access to all of the API-only 

capabilities including multi-device, multi-user, and 

message templates by working with Desk360.  

Only a small percentage of companies in the 

industry are designated as Business Solution 

Providers (BSPs). Because the functions supplied 

by BSPs differ from one provider to the next, it's 

critical to pick the one that best meets your needs.



How to use the WhatsApp Business API

When you receive the WhatsApp Business API service from Desk360, you gain the ability 

to easily send message templates through your Desk360 dashboard and continue the 

conversation from a single page.  Businesses that want to send message templates to their 

customers utilize a WhatsApp panel integrated into Desk360. All you have to do is write 

your message, wait for approval, and then send it to the customer you want with a single 

click.

There are some things to keep in mind when using message templates:

•	The approval process varies depending on the template. Some messages are approved in a 

matter of minutes, while others may take up to 24 hours. WhatsApp is in charge of the 

approval process.



•	Message templates consist of four parts: a header, a body, a footer, and guide buttons. You 

can create your message on the Desk360 dashboard and preview them.



•	Undelivered message templates are held for 30 days. Undelivered templates are 

automatically canceled after 30 days and these don’t incur any charges.



•	Message templates may be rejected if they contain grammatical mistakes, variables that 

have been misused, a mismatch between the selected language and the content language, or 

if they violate WhatsApp policies.
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Sometimes your customers need to contact you about an issue or they might want to ask 

a simple question. Likewise, you may also need to inform them about the services or 

products they have purchased from you. In comparison to other channels, WhatsApp 

delivers a more professional and speedier support experience.

From the moment a consumer makes a purchase, you can use WhatsApp to turn them into 

brand ambassadors. WhatsApp offers an opportunity to boost message traffic by sending 

personalized content to each customer, improve workflows by providing sales and 

customer service via WhatsApp, and take your company to the next level in terms of 

customer satisfaction.

Every day, over 175 million users use 
WhatsApp to send messages to businesses 
where they purchase services or products.

Build relationships with your customers

You can instantly respond to messages from your users and answer inquiries with one click 

using your own pre-defined responses for frequently asked questions with Desk360's 

WhatsApp API service. This is a great way to reduce turnaround times and avoid keeping 

your consumers waiting.



Provide customer support over WhatsApp Business

Use QR codes to redirect your customers to WhatsApp

Add QR codes to your social media posts, deliveries, and other media to redirect your 

customers to your WhatsApp line.

Turn WhatsApp into a sales channel

Place a WhatsApp button on your advertising posts so that your customers can buy the 

things you're promoting on social media, and send them a WhatsApp message to do so. 

Convert the shopping cart you built for your consumers into a link, send it to them, and let 

them make a purchase with ease.

Send updates and notifications

Start the conversation with your customers by sending message templates to your 

customers via WhatsApp. Send notifications about your current policies, changes in their 

orders, or canceled reservations. Bring all of your communication to WhatsApp, the most 

widely used messaging network on the planet.

Add a WhatsApp icon to your website

Your customers may not always know how to contact you or even that you have a 

WhatsApp line. Allow them to contact you with a single click using an icon on your 

website to let them know that you provide support via WhatsApp.  Let customers know 

exactly how to contact you, and let them use the familiar WhatsApp interface.


deepwall.com

Denim Jackets

New

Women 

Collection
Spring 2020

Popular

Impressive

Elegance
If we wanted to build a human-level tool to offer 


automated outfit advice, we needed to understand 

people’s fashion taste. 

Popular

Bestsellers
24 items

New

Typically replies within a day

CommerceBird

Hi there!


How can I help you?

Commerce Bird

Message Us



Choose a WhatsApp Business Solution Provider that best suits your workflows

WhatsApp Business with an API is required for medium and large businesses that deal 

with a high message volume. This is due to the WhatsApp API service's capability to be 

integrated into customer service processes, allowing it to support multiple devices and 

users. Businesses that use Desk360 for this service can integrate WhatsApp into their 

workflows and provide customer support and sales services via WhatsApp.

Choose a WhatsApp Business 
Solution Provider that best suits 
your workflows

Businesses that use Desk360 as their Official 
Solution Provider provide a seamless 

WhatsApp experience to their customers.



Easy integration

Easy integration

1-Enter your details

After logging into the Desk360 dashboard, navigate to


Product and Channels > Add/Select Product > WhatsApp and fill in the 

information necessary for your API application.

2-Submit your application

We'll use this information to apply for a WhatsApp Business account 

on your behalf on Facebook. Make sure you meet the  

when entering your information.

requirements

3-Wait for Facebook Approval

We'll send this information to Facebook, along with your WhatsApp display 

name, for approval. While you wait for the approval process to complete, 

approve Desk360 as your Solution Provider.

4-Confirm the request

To confirm Desk360 as an Official Business Solution Provider, log in to your 

Business Manager, find our request in the menu on the left and accept it.

5-Get started

To begin using WhatsApp after the approval process is complete, give us a 

call and provide us with the PIN code that will be sent to the phone number 

you specified.

Start a Desk360 membership now and start utilizing the WhatsApp Business API in 5 

simple steps. 

https://docs.desk360.com/desk360-platform-navigation/product-and-communication-channel-integrations/whatsapp-channel-integration/waba-prerequisites


Desk360’ın diğer iletişim kanallarını da keşfedin

We explored the importance of integrating WhatsApp, the most popular messaging app in 

the world today, into your customer service operations. However, by providing additional 

communication channels to your customers, you can ensure that they can reach you via 

the channel of their choice.



Desk360 integrates with a variety of channels, including e-mail, web contact forms, 

Facebook, Instagram, Twitter, mobile app message boxes, and mobile app store 

comments. Complete all integrations in just a few hours and create an omnichannel 

customer service strategy and start supporting your customers no matter where they 

come from.



Would you like to try Desk360’s multi-channel customer communication prioritization 

feature, automatic assignment rules, pre-defined responses, SLA measurements, detailed 

user-specific reporting, and many more advanced features? Create an account now and 

try it out for 90 days for free!


Discover Desk360's other 
communication channels

Start Free Trial

https://www.desk360.com/?lang=en


Why not get your WhatsApp Business API account 

through Desk360, an exclusive Business Solution 

Provider? Feel free to send an e-mail to 

 for more information.info@desk360.com

Try Desk360 for free

mailto:info@desk360.com
https://www.desk360.com/?lang=en

