() wati
Power of WhatsApp for eCommerce:

Guide to Driving Growth

(Free WhatsApp Templates Inside)




Table of Contents

Ta) f (eYe (] ex o) o [RR PR RPPRRPRRPPRPR.
WhatsApp: The secret ingredient for eCommerce Success............. &4
The Power of Conversational Commerce.........eeeeeieevnvcceicieeeneneenns. 6
Crafting Impactful WhatsApp Marketing Strategies..........ccccuueeneei. 13
Optimizing Customer Support through WhatsApp.....cccceeeveeennnnnn.... 18

Conclusion: The Future of Business Communication with Wati........ 21




Intfroduction

In the world of e-commerce, success hinges on using
the latest tools and platforms for growth. WhatsApp,
a widely used messaging app,

isn’t just for personal chats - it’s also a game-changer
for businesses looking to connect with customers.
With a staggering 2 billion monthly users worldwide,

WhatsApp is a potent tool for e-commerce
entrepreneurs seeking to expand their reach, boost
engagement, and drive sales.

In this guide, we'll delve into the immense potential of
WhatsApp for e-commerce. You'll discover practical
strategies to make the most of this platform, whether
you're a seasoned pro or just starting out. Get ready
to tap into WhatsApp's power and take your online
store to new heights!
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WhatsApp - The Secret Ingredient

for eCommerce Success

Businesses constantly seek that one secret ingredient to
propel them to success. As it turns out, that secret might be
hiding in plain sight: WhatsApp.

While many entrepreneurs are familiar with this ubiquitous
messaging app for personal communication, its potential
as a catalyst for e-commerce success is often
underestimated.

Let’s uncover how WhatsApp can be that elusive secret
ingredient your online business needs 1o thrive.

From customer engagement to seamless transactions, we’'ll
explore how WhatsApp can revolutionize your e-commerce
strategy and set you on the path to remarkable growth.

2M

175M

53%

98%

45%

2M - WhatsApp boasts over 2 billion
monthly active users worldwide

175M - People were messaging with
WhatsApp Business accounts every day

537 - People are more likely to shop with a
business they can message directly

98% - Open rate

457 - Response rate

Source: WhatsApp, Meta



https://www.whatsapp.com/about/
https://about.fb.com/news/2020/10/privacy-matters-whatsapp-business-conversations/

@ wati
Why WhatsApp is Your Ultimate Tool for Success

// Unparalleled Reach: WhatsApp boasts an astonishing 2 billion monthly active users worldwide, transcending geographical boundaries.
This extensive reach provides businesses with an unprecedented opportunity to tap into a global audience,
whether you're a small start-up or a well-established brand.

Direct and Personalized Communication: WhatsApp allows you to engage with customers on a one-to-one basis.
This personal fouch builds trust and loyalty, as customers appreciate the convenience and familiarity of chatting directly with a business.
You can provide real-time assistance, answer queries, and offer tailored recommendations, creating a unigue and memorable customer experience.

High Open and Response Rates: Unlike email, where messages often get lost in overflowing inboxes, WhatsApp messages enjoy incredibly high open
rates, often nearing 100%. This means your communications are more likely to be seen and acted upon by your audience. Additionally, WhatsApp's
response rates are significantly higher than those of other communication channels, making it an effective tool for engaging customers.

Multimedia Messaging: WhatsApp supports various forms of mediq, including images, videos, and documents.
This versatility allows you to showcase your products or services in vivid detail, making it easier for customers to make informed decisions.

Seamless Transactions: With the introduction of WhatsApp Business APl and WhatsApp Payments in some regions, you can now seamlessly
conduct tfransactions within the app. This feature streamlines the buying process, enhancing convenience for your customers
and potentially boosting sales.

Automation and Chatbots: WhatsApp also offers automation capabilities, allowing you to set up chatbots that can handle routine
customer inquiries and transactions. This not only saves time but ensures a consistent and efficient customer service experience.



The Power of Conversational Commerce

The way we do business is changing fast, and it’'s making a big impact on e-commerce. It's called
‘Conversational Commerce’ - where businesses and customers chat like friends. This happens online, on
social media, with chat apps, or with chatbots and voice assistants. |t makes online shopping personal,
like your local store.

Conversational commerce helps build strong customer relationships. Imagine chatbots answering your
questions instantly or suggesting products based on your interests. Plus, it gives businesses insights to
improve and target their marketing better.

80% of customers
will stop doing business
with a company due to
POOr customer experience

Over 2 billion
conversations happen
between businesses and

75% of customers
contact a business

customers via Facebook I m pq C'l' Of over messaging to make
Messenger . a purchase
Conversational
Commerce

Source: ObjectEdge 6
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Have you ever thought about how WhatsApp, your favourite
messaging app, could significantly boost your business? With
its huge user base of over 2 billion and a daily message flow
of 100 billion, WhatsApp is like a bustling marketplace
waiting for businesses to set up shop.

But it's not just about big numbers. WhatsApp is loved by a
diverse crowd, making it an ideal platform for businesses to
reach all sorts of customers. Plus, the real-time messaging
feature lets businesses chat with customers in a jiffy, helping
to build strong bonds.

WhatsApp Business, the app’s business-savvy sibling, offers
cool features like automated messages, catalog sharing, and
shopping links. It's like having a mini digital shop inside the
app! All these features make shopping a smooth and
enjoyable experience for customers.

In a world where customers expect fast and personal
intferactions, WhatsApp stands tall as a unique platform. No
wonder businesses welcome WhatsApp into their marketing
strategy family with open arms!

Unlocking Business Potential with WhatsApp Marketing
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What's more, WhatsApp boasts an
, leaving traditional marketing
channels in the dust. Also, its click-through rate
(CTR) ranges from 45-607%,
So, a marketing
message sent through WhatsApp is like a hot cake
fresh out of the oven - everyone wants a bite!




The Influence of WhatsApp:
Insights and Implications for Business

WhatsApp, a leading messaging app, is more than a mere communication tool on your smartphone. It’s @
global powerhouse with unigue insights that may surprise you. Here’s a closer look at key statistics and their
business implications:

25M During the FIFA World Cup 2022, WhatsApp achieved a record-breaking milestone of 25 million messages exchanged per second.
18.6 hr On average, WhatsApp users spend 18.6 hours per month interacting within the app, indicating its high user engagement rate.
75% WhatsApp holds a commanding presence in Latin America and India. Over 75% of smartphone users in these regions actively use the platform.

Within a year of its launch, WhatsApp Business garnered over 5 million business accounts from the Google App Store alone,
showcasing its growing acceptance in the business world.

SM

WhatsApp’s appeal among businesses lies in its extensive user base and its multifaceted features, including

Q 0 \S

Group Chats File Sharing Voice and Video Calls
Allows coordinated communication with Facilitates the exchange of essential Offer direct and personal
multiple parties. documents and media. communication channels.



The Superpowers of WhatsApp Business APl for Ecommerce

Automated Messages
This feature is like your personal assistant, working
tirelessly 24/7. It sends automated welcome messages
to first-time customers, timely responses when you're
unavailable, and away messages during
non-business hours

(N3
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Payment Options
With WhatsApp's integrated payment features,
transactions are as easy as a chat. Customers can
make payments directly within the app, making the
shopping journey as smooth as possible.

End-to-End Encryption
Safety first! WhatsApp assures privacy and security by
encrypting all messages.
Your customers can share information with confidence,
knowing that their data is secure.

®

Quick Replies
Save time without compromising on personal
connection with WhatsApp’s Quick Replies.
Predetermined responses to frequently asked
questions keep the conversation flowing, boosting

your response rate and overall customer satisfaction.

©

Labels
Keep track of customers at various stages of the
buying process. From new leads to regular clients,
WhatsApp's labeling feature ensures that you can

easily manage and segment your contacts, facilitating

personalized interactions.
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H

Catalog Sharing
Showcasing your products has never been
easier! This feature allows you to create and
share a mobile storefront right within
WhatsApp. Customers can browse and buy
products without ever leaving the app.

&

Message Templates
These are predefined messages approved by
WhatsApp, such as account updates,
shipping confirmations, and appointment
reminders.

With these features in your toolkit, you are

poised to tap into the immense potential of

WhatsApp to propel your business into new
heights of success.



The Multifaceted Benefits of WhatsApp API Integration

() ©

Superior Customer Support Real-Time Order Updates
WhatsApp APl elevates customer service to new Bring transparency to your business with real-time
heights. By integrating this tool, your business can offer order updates. With WhatsApp API, businesses can
real-time support through WhatsApp, a platform your relay order confirmations, shipping updates, and
customers already love and use. delivery confirmations directly to customers’
WhatsApp.
Direct Promotions and Discounts Personalized Product Recommendations
Why wait for customers to discover your deals? Send Keep track of customers at various stages of the
personalized promotions and discounts directly to their buying process. From new leads to regular clients,
WhatsApp. WhatsApp's labeling feature ensures that you can

easily manage and segment your contacts, facilitating
personalized interactions.

B a

Reviving Abandoned Carts Back-in-Stock Alerts
Abandoned carts represent lost sales, but Never let your customers miss out on their
not anymore! With WhatsApp API, you can favorite items. The WhatsApp API can send

remind customers about the items they left in automated alerts when out-of-stock
their online shopping carts, enticing them to products become available again.

complete the purchase.

10



Step 1: Register for WhatsApp Business API

Before diving into Wati, you need to apply for WhatsApp Business API
access. Only medium and large businesses are typically approved due to
their designed scalability. The application can be made through the

Facebook Business Manager.

Step 2: Set Up Your Account
Once your application is approved, set up your WhatsApp Business API

client.

Wati is an authorized WhatsApp Business API provider. Once you've got

access to the API, sign up on Wati.

a. Account Creation: Go to Wati's official website and register your
business. Fill in the required details.

b. Phone Number Verification: Now, you'll need to connect a phone
number to your WhatsApp Business account. Use a number that hasn't
been previously linked to any WhatsApp account. Once you submit it,
you'll receive a verification code to input. Use a number that hasn’t been
linked with WhatsApp before. This will be your primary number for
business communication.

c. APl Integration: After verification, connect the WhatsApp Business
API. This can be done through the Wati dashboard.

Getting Started with WhatsApp Business API

Step 3: Create Your WhatsApp Profile

After verifying your business, create your WhatsApp
Business profile. Include essential details about your business
like the business name, address, description, email, website,

and business hours.

In the Wati account, add your business details: business
name, description, address, and more. This information

appears when customers view your business profile on

WhatsApp.

Step 4: Set Up Message Templates

WhatsApp Business APl allows you to set up message
templates for frequent responses or notifications. Customize
these to align with your brand and streamline your

communication.
11



Step 5: Setting Automated Responses

One of the features that sets WhatsApp Business apart is the ability to
set automated responses. These can be greetings, away messages, or
quick replies. With Wati, crafting and scheduling these responses

becomes seamless.

Step 6: Catalog Integration

If you're in e-commerce or retail, showcasing your products is crucial.
WhatsApp Business APl lets you create a product catalog. With Wati,
infegrating and managing this catalog becomes easier, allowing

customers to browse products directly on WhatsApp.

Step 7: Monitor Analytics

Understanding customer interactions is key to refining your strategies.
Wati offers comprehensive analytics - from message delivery status to
user engagement metrics. This data can inform decisions, from refining

automated messages to identifying peak interaction times.

Step 8: Engage and Interact
Start engaging with your customers. Send them updates, offer support,
or take orders directly through WhatsApp. Wati offers tools to manage

these interactions, ensuring you never miss a customer query.

Step 9: Stay Updated and lterate

Digital platforms evolve rapidly. It’s crucial to stay updated with new

@ wati

features that Wati and WhatsApp Business APl introduce.
Regularly review your strategies, refine based on feedback,

and iterate for enhanced customer experience.

Congratulations!

You’re now ready to utilize the power of WhatsApp Business
API. This tool opens up a world of opportunities for real-
time, personalized communication with your customers,
pushing your business to new heights. Harness it wisely, and
witness the transformation it brings to your eCommerce
landscape. So, dive in and let your business thrive in the age

of conversational commerce!

Integrating the WhatsApp Business AP| with Wati can
transform the way businesses interact with their clientele,
offering a seamless, efficient, and direct channel of
communication and commerce. By following these steps,

businesses can harness the full potential of this powerful duo.

XXX 12
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Crafting Impactful WhatsApp Marketing Strategies

A successful WhatsApp marketing strategy can significantly boost your eCommerce business’s growth.

Here’s a detailed guide to get you started, complete with examples demonstrating the prowess of
WhatsApp in the eCommerce sector. Feel free to copy and use these templates to kickstart your efforts.

Create Engaging Content

In WhatsApp marketing, content is king. Your messages should be concise yet compelling, tailored to
engage your audience and elicit a response. Use emoticons, multimedia content, and personalization
techniques to make your messages more appealing.

WhatsApp Message
Example:

o (Coet Product Storytelling
Namel! % Dive info Tell your product’s story with WhatsApp. Share videos or

the journey of our

handmade pottery. image slideshows explaining its origin and value. If you sell
Watch arti -
ey handmade pottery, show how it's made for a personal touch.

breathe life into clay.
Witness the
craftsmanship behind
each piece you bring
home. & [Link to
Video]

a c--
WIS

\

WhatsApp Message

—_— Example:
User-Generated Content (UGC) Hello [Custorner
. . N 1! mei Sh
Get customers involved. Run themed challenges, ask for their ictore of your

: : o o favorite [Brand Name]
photos or videos using your product on WhatsApp. Highlight roduct in action! Thi

the best ones on your Status. This builds trust and engagement. f;;‘s’”*h's theme?
ummerVibes'. The

best snaps stand a
chance to be featured Click here to access more WhatsApp Templates for free

on our official page! &=

15
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Customer Segmentation

Group your customers based on certain parameters like their purchase history, preferences, and behaviour.
Send targeted messages to each segment to cater to their needs and interests. This tactic can dramatically

improve engagement and conversion rates.

- al = @
AN
WhatsApp Message Personalized Offers WhatsApp Message Event-triggered Messages
Example: Sort customers by their buying Example: Use customer actions to guide

Good news, [Customer habits or interests. If they often We noficed you lef messages. If they add something
something behind,

Name]! v Seeing your

love for skincare, buy skincare, send WhatsApp [Customer Namel! ™ to their cart but don’t buy if,

we've got an exclusive Your [Product Name]

early-bird offer on our offers or news about new skincare is waiting for you. gently remind them on WhatsApp
new skincare range . . Complete your . . . .

just for you! Dive in items for a better shopping surchase and let us with a product image to finish the
before anyone else: o deliver happiness to h

[Link to Product Page] experlence° your doorstep. [Link to purc ase.

Cart]

\ /

Leveraging Analytics

WhatsApp Business provides a wealth of analytics data. Use these insights to evaluate the effectiveness of
your campaigns, understand customer behaviour, and adjust your strategies accordingly.

a» -\ a» -\

S B

WhatsApp Message WhatsApp Message

Example: Post-Purchase Feedback Example: A/B Testing

Hello [Customer Survey customers on WhatsApp Version A Test two different promos with
e tBoanc after they buy to learn about their surprise! & Gef 207 two customer groups. See which
peor abostyour shopping experience. Use the HATS 0, St oy one gets more clicks or purchases.
shopping experience. feedback to improve products and [Link] It helps refine future content and

Spare a minute? Fill

out this quick the website.
feedback form: [Link

to Survey] il

offers.

14



Chatbots

Implementing chatbots can help manage frequent inquiries, and automated responses ensure customers receive instant replies at all

times. It's an excellent way to provide exceptional customer service and retain clients.

\

am -
BN

WhatsApp Message

Example:

Welcome to [Brand I

Name]! £ I'm your
virtual shopping
assistant. Want a quick
tour of our best deals?
Or looking for
something specific?
Type ‘Tour’ or ‘Search’
to begin.

/

Customer Onboarding with
Chatbots

They give a friendly welcome to
new users, guiding them, showing
deals, and suggesting products.

G -
B\

WhatsApp Message

Example:

Hello [Customer |

Name]! @ Received
your order? If you
have questions or
need assistance with
your new [Product
Namel], type ‘Help’. To
leave feedback, type
‘Feedback’.

\

Harness the Power of Broadcast Lists

WhatsApp’s broadcast lists can be used to send messages to multiple customers simultaneously, making it an effective tool for
sharing updates, announcements, and promotional content.

\

WhatsApp Message

Example:

Hey VIPs! .. We're
dropping a flash sale
just for you. Get up to
50% off for the next 3
hours. Ready, set,

shop! [Link to Exclusive
Deals]

4

These samples are crafted to be engaging, personal, and action-oriented, ensuring customers feel valued and are motivated to interact or make a purchase.

Exclusive Deal Groups

Create dedicated WhatsApp
broadcast lists for loyal customers
or those who sign up for exclusive
deals.

WhatsApp Message
Example:

Hello [Customer
Name]! We're thrilled
to announce our
newest [Product
Name]. Check it out
here: [Link to New
Product]. Got
thoughts? Questions?
We're all ears! Reply to

this message and let’s

\
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Post-Purchase Support with
Chatbots

For post-purchase needs like
returns or troubleshooting,
chatbots provide quick solutions
or direct customers to the right
support.

Feedback Loops

Set up broadcast lists for new
product launches. After sharing
information about the new
product, encourage customers to
respond with their thoughts,
questions, or feedback.



Transforming eCommerce Communication: & wat
Innovative Uses of WhatsApp Messages

WhatsApp’s vast user base and robust features make it an effective tool for eCommerce, allowing businesses to foster stronger
customer relationships and drive sales. Understanding how and when to use various types of WhatsApp messages can significantly
boost your eCommerce strategy. Here are a few notable ones: Feel free to copy and use these templates.

( a»  --\

< S

WhatsApp Message

Pxomple: Transactional Messages

l [:olrlé‘[ﬁé;hmﬁ I These are necessary for communicating order statuses,
e Pl shipping updates, and other purchase-related
{iapotched. Thank you information. This keeps customers informed and boosts

for shopping with us.

their confidence in your service.

You could send a message confirming an order has been placed, or alerting the customer when their product is
dispatched. These real-time updates contribute to a seamless shopping experience, a crucial part of customer retention.

—\
o
Marketing Messages crample,
These are promotional messages meant to entice ol
customers into making a purchase. They can include new %LE?I}ES%M
product announcements, sale alerts, or limited-time g"et;gfef;‘;;szgwﬂ

discount offers.

\

A message highlighting an ongoing sale on your most popular product category could reignite customer interest. Alternatively, you
might alert customers to a newly launched product line, driving anticipation and early sales. 16
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WhatsApp Message
Example:

Hi [Customer’s Name],

we understand you SU ppO I"|' MeSSCIgeS

have a query about

[Product’s Namel. It These messages assist customers with their queries or concerns, enhancing your

comes with [List

Features] and s great brand’s reputation for excellent customer service.
for [List Benefits]. Let

us know if you have
more guestions!

\ 4

If a customer asks about the features of a certain product, a quick, helpful response can persuade them to buy. Also, if a customer complains
about a late delivery, a swift response addressing their concerns can turn a negative situation into a positive customer experience.

L o)
BN

WhatsApp Message
Example:

Hi [Customer’s Name],
we noticed you left

Reminder Messages
o o These messages can serve as timely nudges to customers who have shown interest

purchase now before

they sell out! Here's in a product but haven’t yet made a purchase.

your cart [Link to cart].

\, s

You could send a reminder to a customer who has left items in their cart without checking out. Or, notify a customer when a product
they viewed is back in stock or on sale. This keeps your brand on the customer’s mind and can prompt them to complete the purchase.

These examples cover some of the key ways in which you can communicate with your customers through WhatsApp, fostering
engagement and driving sales for your eCommerce business.

Click here to access more WhatsApp Templates for free

17
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Optimizing Customer Support through WhatsApp

In the world of eCommerce, customer satisfaction is key, and this is where WhatsApp’s real-time messaging comes into play.
WhatsApp not only provides a platform to engage with customers but also to tackle their queries and concerns promptly.

This immediate and personalized approach can greatly enhance customer service and nurture long-term customer relationships.

Each of these scenarios represents a crucial touchpoint in the eCommerce customer journey, and using WhatsApp messages in
these contexts can drive engagement, boost conversions, and foster customer loyalty. Here's a deeper look at each:

Feel free to copy and use these templates.

0]

<

\

SR\

BN

WhatsApp Message
Example:

Hi [Customer’s Name],

Instant Replies
e You for reaching WhatsApp enables businesses to send automatic responses

received your message

and will get back 1o you whenever customers initiate a chat.

within the next few
hours.

This ensures customers are not left waiting and acknowledges their contact attempt, improving customer satisfaction.

Lo
AN

WhatsApp Message
Example:

N Multimedia Support

Nomel, wefr soryf Text isn’t the only form of communication. WhatsApp allows sending of
problem with [Product photos, videos, documents, and voice messages, allowing businesses to
guide (attached) fo provide more detailed and understandable solutions.

assist you with the
issue. Please let us
know if you need

further assistance.

18
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WhatsApp Message
Example:

I Customer Engagement
Namel, thanks for your With features like automated messages and labels, you can sort and manage chats

purchase of [Product
o ot efficiently, ensuring you never lose track of any customer query.
experience. Here’s a

quick feedback form
(link shared)

\

WhatsApp Message

Order Updates Famele
Sending timely and accurate updates about a customer’s order helps to build trust ;;ﬂfuws:?g%;dm
and provide reassurance. It keeps customers informed about their order status, bdz'yﬁff@g
reducing the likelihood of customer service inquiries and complaints. Moreover, it et Aet )
enhances the overall shopping experience, which could lead to repeat purchases in Fracking Lind. ot
the future. fool from 2 msssae us.

Thank you for shopping

with us!

D —
WhatsApp Message
Example: Abandoned Cart Reminders
ey [Customer Abandoned carts are a significant concern in eCommerce, and reminders
Name], we noticed serve as a nudge to encourage customers to complete their purchase.
you left some items in They can help recover lost sales and increase conversions. Personalized
your cart. Did : : :

. R reminders can also demonstrate your commitment to personalized
something go wrong™
Here’s a quick link to customer service.

complete your
purchase: [Cart Link].
Act fast before they

run out!




WhatsApp Message
Example:

Hello [Customer Name],
we thought you might like
this! We've just added

[New Product] that pairs
perfectly with your recent
purchase of [Previous
Purchase]. Plus, enjoy a
special 10% off for the
next 48 hours! Check it
out here: [Product Link].

Promotions & Recommendations

Promotional messages can attract customers to ongoing
sales, boosting revenue. Meanwhile, product
recommendations based on a customer’s previous
purchase history can provide a personalized shopping
experience. Both approaches can drive further
engagement and sales.

Remember, a timely response with a solution to the problem can convert a dissatisfied customer
into a satisfied one. Providing customer support through WhatsApp not only ensures a quick

resolution but also establishes a personal connection with your customers.

20
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Conclusion:
The Future of Business Communication with Wati

Today, where real-time connection is paramount, businesses must be where their customers
are: on platforms like WhatsApp. If you're seeking a way to harness this platform’s power,
meet Wati, a transformative solution integrated with the WhatsApp Business API.

Take inspiration from Zellbury’s story, where they saw a remarkable 87% customer
satisfaction rate, or the meteoric rise of Habuild, skyrocketing from a humble 200 to a
whopping 80,000+ subscribers. These narratives are different, but they share a core tool:
Wati. Through tailored marketing strategies, unparalleled customer support, and timely
event reminders, Wati has seamlessly integrated itself into these businesses’ growth stories,
proving its undeniable value.

If you're intrigued, Wati welcomes you with open arms to try it out for yourself. Start with
free trial to dip your toes into its user-friendly interface and rich features.

For those eager to delve deeper and visualize its potential for their unique businesses, Wati
extends an invitation to book your free, personalized demo. Instead of a standard webinar,
you're treated to an educational, one-on-one guided tour by a Wati expert. Here, you'll
explore the nuances of the platform, understand its ease in simplifying communication via
WhatsApp, and see the myriad ways it can be a catalyst for your business growth.

Dive intfo the Wati experience and transform your business communication. The future
awaits, and it’s more connected than ever!



