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WhatsApp automation is redefining how businesses engage with their 
customers, offering a seamless way to scale communication and improve 
efficiency. At its core is the WhatsApp Business API, a robust tool that 
empowers enterprises to automate responses, deploy chatbots, and send bulk 
messages to large customer bases. This chapter explores how WhatsApp 
automation, supported by Business Solution Providers (BSPs) like Wati and 
middleware platforms, forms an indispensable part of modern business 
strategies—especially for small & medium enterprises (SMEs) looking to 
optimize operations and maximize ROI.
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Chapter 1: Understanding WhatsApp Automation

WhatsApp Business API vs. WhatsApp Business App

Feature

User Limit



Automation



Integration



Cost



Verification

Unlimited



Advanced chatbots



Full API access



Pay-per-message



Official business verification

WhatsApp Business API

Single user



Basic quick replies



Limited integrations



Free



Basic verification

WhatsApp Business App

Understanding WhatsApp Business API

WhatsApp Business API is your gateway to automated business 
communication at scale. Unlike the regular WhatsApp app or even the 
WhatsApp Business app, the API enables enterprises to create automated, 
programmable messaging experiences.
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Business Solution Providers (BSPs) act as authorized intermediaries 
between your business and WhatsApp.They manage everything from 
implementation and compliance to analytics and template approvals, as 
shown in the diagram below.
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Business Solution Providers (BSPs)

Handle technical

integration

Manage message

templates

Ensure

compliance

Offer analytics

tools

Provide ready-to-

use interfaces
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The Current Market Landscape



Small businesses are embracing automation across manufacturing, 
services, and business processes, with cloud computing and AI emerging 
as key enablers. This shift is particularly noticeable in developed and 
emerging markets, where SMEs form the backbone of economic growth 
and employment generation.

Business Challenges Solved by Automatio

 Limited resources are addressed by automating repetitive tasks and 
reducing manual effort

 Cost constraints are minimized through efficient workflows and error 
reduction

 Customer support bottlenecks are resolved with 24/7 chatbots and 
automated ticketing

 Marketing inefficiencies are improved by automating campaigns and 
personalizing outreach

 Supply chain inefficiencies are addressed with predictive automation 
and real-time tracking.
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The Power of Automation for SMEs

Marketing Automation ROI

49%

Makes marketing

personalisation

possible

35%

Provides

more leads

27%

Improves

marketing/sales

collaboration

Source

39%

Leads to

improved lead

quality

45%

Increases

efficiency and

marketing ROI

49%

Saves

time

https://thecmo.com/marketing-automation/marketing-automation-statistics/
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The WhatsApp Business API forms the backbone of automation 
capabilities, enabling SMEs to streamline their customer communications 
efficiently. Let's explore the essential elements that make this possible.

To implement WhatsApp automation, you'll need: a verified WhatsApp 
Business account, a reliable internet connection, and secure servers to 
handle message processing. Cloud-based solutions often provide the 
most cost-effective and scalable approach for SMEs, eliminating the 
need for extensive in-house infrastructure.

WhatsApp automation revolves around three core elements: the 
WhatsApp Business API, middleware platforms, and your business 
systems. The API serves as your gateway to automated messaging, while 
middleware platforms provide the interface to manage these 
communications. Your existing business systems, such as CRM or e-
commerce platforms, complete the ecosystem by providing the data that 
drives personalized interactions.
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Understanding the Ecosystem

Technical Infrastructure

Key Components

Middleware

platform

WhatsApp

API

Business

systems
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WhatsApp automation enables businesses 
to maintain a constant presence through 
24/7 customer support. Automated 
responses handle 

common queries instantly, such as

 "What are your business hours?
 "Where is my order?
 "What's your return policy?"




A typical scenario: When a customer 
messages at 2 AM about order status, 
instead of waiting until morning, they 
receive an instant automated response 
with their tracking information.

Studies show this reduces response time from hours to seconds, leading to 
10-20% higher customer satisfaction.

WhatsApp automation has emerged as a game-changing tool for SMEs, 
transforming how businesses interact with customers and manage their 
operations. This chapter explores the key advantages of implementing 
WhatsApp automation in your business workflow.
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Enhanced Customer Service

Chapter 2: Benefits of WhatsApp Automation

https://www.businessdasher.com/customer-service-statistics/#:~:text=Automation%20in%20customer%20service%20experiences%20a%C2%A010%2D20%20percent%20improvement%20in%20customer%20satisfaction%20scores.
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For instance, Dr. Sulaiman Al Habib Hospitals improved patient care by 
implementing WhatsApp chatbot for seamless appointment scheduling. The 
result? A remarkable 200% surge in new patient appointment bookings.
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WhatsApp automation streamlines daily 
operations by:



1. Automated Lead Managemen
 Instant qualification of incoming 

querie
 Automatic routing to relevant 

department
 Scheduled follow-ups



2. Time-Saving Workflow
 Automated order confirmation
 Shipping update
 Appointment reminders

Today's customers expect personalized, instant communication. WhatsApp 
automation delivers exactly that. Through customized welcome messages, 
birthday greetings, and purchase follow-ups, businesses create meaningful 
connections that feel personal yet require minimal manual effort.



Many e-commerce companies utilize WhatsApp to send automated order 
confirmations immediately after a purchase. This practice not only reassures 
customers but also enhances their shopping experience by providing instant 
updates on their orders.

Operational Efficiency

Improved Customer Engagement

https://www.tanla.com/case-study/simplifies-appointments-with-whatsapp-chatbot-and-boosts-new-patient-acquisition-by-2x
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Fashion retailer Zellbury revolutionized their customer service using 
WhatsApp automation, achieving an impressive 87% customer satisfaction 
rate and handling 78% of all customer conversations through the platform. 
With automated responses and efficient dashboard reporting, they not only 
increased chats per agent by 75% but also generated 8% of their sales directly 
through WhatsApp.



Read the full success story here

WhatsApp automation streamlines your sales funnel through automated lead 
nurturing. It guides prospects from welcome messages to personalized 
product recommendations and special offers, creating a seamless customer 
journey that drives conversions - all running automatically.

Real-world Impact

Sales and Marketing Benefits

Note: By implementing WhatsApp automation, you’re not only saving time and effort but also 
capturing WhatsApp’s lucrative conversion rate of 45-60%, which is way higher than emails 
and SMS.

Entry Point: Welcome + Category Selection

Engagement: Product Showcase + Initial Offer

Follow-Up: 24h Check-in + Recommendations

Re-Engagement: 7-Day Reminder + Special Offers

https://www.wati.io/case-studies/zellbury/
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Automation dramatically reduces 
operational costs across multiple areas. 
Customer service teams can focus on 
complex issues while automation handles 
routine queries.



Marketing efforts become more efficient 
with scheduled campaigns and triggered 
responses.
 

The numbers speak for themselves. 
According to a study, WhatsApp helps 
businesses cut their customer service 
costs by up to 40%.

Cost Savings

Your SME's Growth Starts with Wati’s

WhatsApp Automation.

Start Free Trial Today

https://app.wati.io/register?language=en&ajs_aid=cba354f2-76a4-4a0c-8a31-3b95271475e5&_gl=1*j1wlh*_gcl_au*NjgwOTgxMDQ2LjE3MzYxNDQwODg.*_ga*MTczOTQ0Njc0My4xNzE2MzgyNjkx*_ga_HYL717ZD73*MTczNjQ5MzIwMi42ODkuMC4xNzM2NDkzMjAyLjYwLjAuMA..
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Chapter 3: Getting Started with WhatsApp Automation

Whether you're running a retail business, service company, or consulting firm, 
implementing WhatsApp automation can transform how you connect with 
customers. This chapter will guide you through the essential steps to get your 
business ready for WhatsApp automation.

Getting started with WhatsApp Business API requires careful preparation and 
following specific procedures. Let's break down each step to make the process 
manageable.

Initial Setup Process

Choose a Business Solution Provider (BSP) from the 
official WhatsApp directory

Submit your business details to the BSP, who will then 
forward your application to WhatsApp

Wait for WhatsApp's approval, which can take some time

Set up a Facebook Business Manager account and verify 
your business

1

2

3

4
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Proper planning ensures smooth implementation of WhatsApp automation in 
your business operations.

The good news is that basic WhatsApp automation doesn't require 
sophisticated hardware. You'll need

 A reliable internet connectio
 A computer or laptop for accessing the automation platfor
 A smartphone is optional but recommended for testing



Your BSP's platform will handle most of the technical requirements on their 
end.

Your BSP will provide a user-friendly dashboard for managing automated 
messages and responses through any modern browser. Many providers offer 
integration with popular business tools like your CRM system or e-commerce 
platform - discuss your existing software with potential providers to ensure 
compatibility.

Integration Planning

System Requirements

Technology Stack Considerations
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A clear strategy helps ensure the successful deployment of your WhatsApp 
automation system.

Remember, WhatsApp automation is meant to enhance, not replace, your 
customer service. Start small with basic automation and expand as you 
become more comfortable with the system. Many SMEs begin with simple 
automated responses for frequently asked questions and gradually add more 
sophisticated features as they understand their customers' needs better.

Implementation Strategy

Timeline Planning

Launch Preparation

Complete verification 
and choose a BSP

Staff training and 
initial testing 

Set up your business 
profile and basic 

automation rules 

Final adjustments 
and full launch

Week 1 Week 2 Week 3 Week 4

Create a simple

user guide for


your team 

Prepare announcement

messages for your

customers about

the new system 

Set up monitoring

procedures to track


system performance 

Have a backup plan

for handling messages


if there are technical issues
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Discover how WhatsApp automation transforms communication with 
templates, interactive tools, chatbots, broadcasts, and contact management. 
In this chapter, we’ll explore these features to help you streamline and scale 
your messaging.

Chapter 4: Essential Automation Features

Message templates are fundamental building blocks of WhatsApp 
automation that help businesses maintain consistent, professional 
communication while saving time and resources. When designed thoughtfully, 
templates enable personalized interactions at scale while adhering to 
WhatsApp's messaging guidelines.

To maximize engagement and conversion rates, your message templates 
should follow these key principles:

Creating Effective Templates

 Clear and concise language ensures your 
message is immediately understood

 Keep your templates focused on a single 
purpose, whether it's appointment 
reminders, order updates, or 
promotional offers.

 Incorporating optimized images, videos, 
and documents to effectively showcase 
your products and services

 Include personalization variables like 
{{customer_name}} or {{order_number}} 
to make messages feel individual and 
relevant.

Structure your templates with a clear greeting, main message body,

and call-to-action. 
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WhatsApp's interactive features transform static templates into dynamic 
conversation tools. List messages allow you to present multiple options in an 
organized format, ideal for product catalogs or service menus. Reply buttons 
streamline customer responses by offering pre-set options like "Confirm," 
"Reschedule," or "Cancel."

Quick reply buttons are particularly effective for gathering feedback or 
directing customers to specific actions. For instance, after resolving a query, 
you might send:

Quick reply buttons are particularly effective 
for gathering feedback or directing 
customers to specific actions. For instance, 
after resolving a query, you might send:



“  Dear Neha, we're happy to inform you 
that the issue (#45234) you reported to Luna 
Broadband has been resolved.

If you have any further concerns, please 
don't hesitate to reply to this message.



Thank you for your patience!

Interactive Message Options
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WhatsApp automation is your 24/7 digital workforce, handling routine tasks 
that would otherwise consume valuable time and resources. It can 
automatically respond to common inquiries, schedule messages, and track 
customer interactions.

Modern WhatsApp chatbots go beyond simple 
automated responses. They use natural language 
processing to understand customer queries and 
provide relevant solutions. These AI-powered 
assistants can guide customers through your 
product catalog, help with order tracking, and 
even process simple transactions. The result is 
improved customer satisfaction through instant, 
accurate responses at any time of day.

WhatsApp's broadcasting capabilities allow you to reach your entire 
customer base or specific segments with personalized messages. 
Whether it's announcing new products, sharing special offers, or sending 
appointment reminders, broadcasting features ensure your message 
reaches the right audience at the right time. This targeted approach helps 
maintain customer engagement while avoiding spam-like communication.

WhatsApp Automation: Power Up Your Messaging

WhatsApp Chatbot Implementation

Broadcasting Features
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Effective contact management through WhatsApp automation helps you 
organize customer data, track interaction history, and segment your 
audience. This systematic approach enables personalized marketing 
campaigns and improved customer service. The system can automatically tag 
contacts based on their preferences or purchase history, making it easier to 
deliver relevant content and offers.

Contact Management Systems

Leslie Alexander
Available

Leslie Alexander
Available

4.7 (Rating)

Basic info See all

Search...

Marvin McKinney
Nursing Assistant

5m

Lorem ipsum dolor sit amet

Jacob Jones
Marketing Coordinator

5m

Lorem ipsum dolor sit amet

Leslie Alexander
Web Designer

5m

Lorem ipsum dolor sit amet

Eleanor Pena
Dog Trainer

5m

Lorem ipsum dolor sit amet

Kathryn Murphy
Medical Assistant

5m

Lorem ipsum dolor sit amet

Wade Warren
Web Designer

5m

Lorem ipsum dolor sit amet

See all

See all

August 21

Hi, I'd like to check the status of my order #4789.

10:15 pm

Your order #4789 has been shipped and will arrive within 2 business days.

12:15 pm

August 22

Can you share the tracking number please?

06:00 pm

Certainly. Your tracking number is TN428957XY.

You can track it on our website.

06:00 pm

Thank you for your quick response.

05:40 pm

You're welcome.

Please contact us if you need any further assistance.

05:38 pm

Simplify Customer Management with Wati’s

WhatsApp Automation Solution.

Start Free Trial Today

https://app.wati.io/register?language=en&ajs_aid=cba354f2-76a4-4a0c-8a31-3b95271475e5&_gl=1*j1wlh*_gcl_au*NjgwOTgxMDQ2LjE3MzYxNDQwODg.*_ga*MTczOTQ0Njc0My4xNzE2MzgyNjkx*_ga_HYL717ZD73*MTczNjQ5MzIwMi42ODkuMC4xNzM2NDkzMjAyLjYwLjAuMA..
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An effective chatbot requires careful planning of conversation flows that 
anticipate customer needs while providing clear paths to resolution. This 
chapter explores key elements of designing seamless customer interactions.

Chapter 5: Building Effective Customer Journeys

The first step in building effective journeys is identifying all potential points 
where customers might interact with your chatbot. These typically include:

Initial greetings and intent recognition are crucial moments that set the tone 
for the entire interaction. Your chatbot should quickly understand what brings 
customers to the conversation and guide them appropriately. Common entry 
points include product inquiries, technical support, account management, and 
general information requests. Each touchpoint should be optimized to 
minimize friction and maximize value delivery.

Chatflows structure your chatbot's 
conversation paths by mapping 
customer intents to logical response 
branches. You should create chatflows 
such that each flow progresses toward 
resolution with clear decision points and 
confirmation steps. Also consider 
concise responses and clear next steps 
to ensure smooth progression, whether 
solving issues directly or escalating to 
human support.

Mapping Customer Touchpoints

Creating Chatflows
Start: Welcome to Technical Support

Choose Problem Category

Confirm Resolution

Confirmed

Not Confirmed

Not Resolved

Resolved

Thank Customer

Escalate to Human Support

Diagnostic Questions

Provide Solution

Software IssueHardware Issue Network Issue
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Even the best-designed flows will encounter unexpected situations. Robust 
exception handling is essential for maintaining a positive customer 
experience. Implement fallback responses for when the chatbot fails to 
understand user input. Create clear escalation paths for complex issues that 
require human intervention.

Key exception-handling strategies include:

Graceful error recovery that maintains context 
and offers alternative paths

Clear messaging when limitations are reached

Smooth handoff protocols to human agents when 
needed

The ability to return to previous points in the 
conversation

The most effective chatbots combine well-structured flows with flexible 
exception handling to create natural, helpful interactions. Regular analysis 
of conversation logs helps identify gaps and optimization opportunities in 
your journey designs.



Remember that customer journeys should evolve based on user feedback 
and changing needs. Monitor key metrics like task completion rates and 
customer satisfaction to continuously refine your conversation flows.

Handling Exceptions

By implementing automated systems for lead management, order 
processing, and customer service, businesses can significantly enhance their 
operational efficiency while providing consistent, high-quality customer 
experiences. Let's explore these three key areas of automation that can 
transform your customer interactions.

Customer Interaction Management
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Transform your WhatsApp business account into a powerful lead generation 
tool by automatically engaging potential customers the moment they reach 
out. Set up intelligent chatbots to gather essential information like customer 
needs, budget range, and preferred timeline. 

This initial screening helps prioritize 
high-potential leads and ensures your 
sales team focuses their energy 
where it matters most. The 
automation can also schedule follow-
up interactions and send relevant 
product information based on 
customer responses.

Streamline your sales process by enabling customers to place orders directly 
through WhatsApp. Automated systems can guide customers through 
product selection, confirm availability, process payments, and generate order 
confirmations – all within the chat interface. The system can also 
automatically update inventory records, trigger shipping notifications, and 
send tracking information, creating a seamless end-to-end purchase 
experience that saves time for both customers and staff.

Lead Capture and Qualification

Order Processing Automation

Hi How can i help you?

Messages…

Sandy’s Cakes

Menu

Today’s Deal

Track Order
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Effective personalization is the key to 
making your WhatsApp automation 
feel human and relevant. When 
implemented thoughtfully, these 
strategies can significantly improve 
customer engagement and conversion 
rates.

Transform your existing customer data into meaningful interactions by 
leveraging purchase history, browsing behavior, and previous conversations. 
For example, use a customer's past orders to recommend complementary 
products or send maintenance reminders for their purchases. 



Integration with your CRM system allows you to reference customer-specific 
details like birthdays, anniversaries, or service milestones to create timely, 
relevant communications that show you value their business.

Break down your customer base into distinct groups to deliver more targeted 
communications. Create segments based on meaningful criteria such as 
purchase frequency and value, product category preferences, geographic 
location, customer lifecycle stage, and engagement level with previous 
messages. 



This targeted approach enables you to craft specific campaigns for different 
customer groups. For instance, send special offers to re-engage dormant 
customers, or provide exclusive previews to your most loyal clients.

Personalization Strategies

Data Utilization

Segmentation Techniques

Pragya M
Online

Checkout the link,

https://yourbuisness.com/dress02fanc

tops/list/50%offers

Hello Pragya M!  We have exciting news!

Our new dress collection is out, and

we have something special just for you.

Hi! That sounds great!

Can you show me some options

Product Purchased

Full Name   :   Pragya M

Order Item :    Dress purchase on

                        discount 50% OFF

Order ID     :     DRESS2743294788
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AI-powered video generation revolutionizes how SMEs can engage with 
customers on WhatsApp, allowing you to create personalized video content at 
scale. Here's how you can leverage this technology using Wati's AI video 
generator:

Choose from Wati's pre-designed video templates for different scenarios like 
welcome messages, abandoned cart recovery, or post-purchase follow-ups. 
Select an AI-generated avatar that matches your brand voice, with options 
for multiple languages and accents. Customize your message using variable 
placeholders for customer-specific information like names or purchase 
details.

Personalized AI Video Messages

Getting Started
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Keep videos under 30 seconds for 
maximum impact. Start with a 
personal greeting and maintain 
conversational language 
throughout. Ensure your video 
follows WhatsApp's technical 
requirements - MP4 format and 
under 16MB file size. Include a clear 
call-to-action that guides 
customers on next steps.

Keep videos under 30 seconds for maximum impact. Start with a personal 
greeting and maintain conversational language throughout. Ensure your video 
follows WhatsApp's technical requirements - MP4 format and under 16MB file 
size. Include a clear call-to-action that guides customers on next steps.

Begin with a small test group to measure effectiveness. Create different 
versions for key customer segments based on their journey stage. Monitor 
engagement metrics through Wati's analytics to understand what resonates 
with your audience. Scale up successful video campaigns while continuously 
refining your approach based on performance data.



To know how you create a personalized AI video on commi.ai read this blog.

Best Practices

Implementation Strategy

Try Now

Create AI-Powered Personalized Videos

for WhatsApp with Commi.ai

https://www.wati.io/blog/wati-ai-video-generator/
https://www.commi.ai/
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Operating a WhatsApp Business account requires careful attention to 
compliance and security measures. This chapter outlines essential guidelines 
to protect your business and customers while maintaining trust and legal 
compliance.

Chapter 6: Ensuring Compliance and Security

WhatsApp maintains strict policies 
to ensure quality business 
messaging.

Key requirements include:

Key requirements include:

Only contacting customers who have explicitly opted in

Maintaining accurate business information

Using approved message templates for notifications

Respecting messaging windows and frequency limits

Following local regulations and industry standards

Policy Compliance
WhatsApp Business Policy Guidelines

Your business messages must adhere to WhatsApp's template requirements

Clear, direct language without misleading content

No promotional content in non-promotional templates

Proper use of variables and formatting

No sensitive or prohibited content

Regular template performance monitoring and updates

Message Template Guidelines
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Implementing robust consent management is crucial:

Collect explicit opt-ins through verified channels

Maintain detailed records of consent acquisition

Provide clear opt-out instructions in messages

Process opt-out requests immediately

Regular cleanup of contact lists to remove unengaged users

Opt-in/Opt-out Management

Implement comprehensive security measures

Secure storage of customer data

Regular security audits and updates

Access controls for team members

Incident response procedures

Backup and recovery systems

Data Protection and Security
Security Protocols

Protect customer privacy through:

Data minimization (collect only necessary information)

Clear privacy policies and notifications

Secure data transmission methods

Regular privacy impact assessments

Compliance with local privacy laws (GDPR, CCPA, etc.)

Data retention and deletion policies

Privacy Measures
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Our platform offers

 24/7 automated customer support that won't strain your tea
 Cost-effective solutions that deliver up to 40% savings on customer servic
 Easy-to-use chatbots that handle routine queries while you focus on 

growt
 Simple integration with your existing business tools and CRM system
 Built-in compliance and security features to protect your business



Join thousands of SMEs who are already achieving

 87% customer satisfaction rate
 75% increase in customer service efficienc
 8% direct sales through WhatsAp
 45-60% message conversion rates



Take the first step toward revolutionizing your customer engagement today:

Book a Demo with our experts now

Scan this QR code to start 
your 7-day free trial and 
see how easy WhatsApp 
automation can be.

Scale Your Business with Smart WhatsApp Solutions

https://www.wati.io/book-a-demo/

