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WhatsApp vision is to be how people and businesses
communicate at every stage of the customer journey.

Customers are opting into post-purchase notifications and marketing
messages from businesses, and reaching out to businesses for customer
service on WhatsApp.

To align the product experience and pricing with this vision, WhatsApp is
introducing new conversation categories and naming. There will be three new
business- initiated conversation categories and user-initiated conversation
will be renamed to align with the primary ways businesses and people are
messaging on WhatsApp. The new conversation categories are:

1 Utility conversations
Business-initiated conversations relating to a transaction, including
post-purchase notifications and recurring billing statements to
customers who have opted In.

2 Authentication conversations
Business-initiated conversations that enable businesses to authenticate
users with one-time passcodes at multiple steps during the login process,
such as account registration, account recovery, and integrity challenges.

3 Marketing conversations
Business-initiated conversations to market a product or service to
customers, such as relevant offers to customers who have opted in.
Any business-initiated conversation that does not qualify as an
authentication or utility conversation would also fall under this category.

4 Service conversations
Any user-initiated conversation, such as to resolve a customer query.

WhatsApp is changing its pricing to reflect the different value each of
these experiences drives for businesses and people. Marketing
conversations drive incremental sales, while utility conversations facilitate
existing sales. Service conversations help resolve customer inquiries.

Starting June 1, 2023, WhatsApp will have new pricing for marketing
and utility conversations. Marketing rates will be higher and utility lower

to reflect value for people and businesses. Service conversation
rates will be the same as the current user-initiated rates.




@ Choose template category upon template creation in Digital
Connect Template Manager.

Starting April 1, 2023 template approval will require category validation
using the new categories — utility, authentication and marketing.

See developer documents for guidelines on how WhatsApp
defines template categories.

The utility rate card will apply when you select the utility category.
Marketing rates will apply when you select marketing. Rates by country
and region for marketing, utility, authentication and service conversations
are available in the pricing documentation.

Create Template  Template Manager

@ How to select
conversation category
during template creation
in Digital Connect
Template Manager

starting April 1, 2023
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Category

Choose a message template. How-to details
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= Marketing
.

Send promotional offers, product announcements, and more to Increase awareness and engagement

0 Utilit

You WI” be prom pted '. ‘:l:r"ii:tu\ﬂ updates, order updates, alerts, and more to share important information
to select a conversation
category when creating

a new template.

' Authentication
Send codes that allow your customers to access their accounts

Language
Choose which languages your message template will be sent in

Select Language
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For any template that
has variables, a sample
with variables populated
must be provided for the
conversation category
to be confirmed.

If the selected category

does not match with
WhatsApp's categorization,
we will prompt you to change
the category. You can appeal
if you feel WhatsApp
selected category is not
consistent with its guidelines.

ate Template  Tempiate Manager
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ustomer_feedback ] Choose what type of template you want to create.
annel

O Whatsapp v ] Samples for header content

To help us review your content, provide examples of the variables or media in the header. Do not
I include any customer information,

Image i {i MarktGoods.jpg X

| Samples for body content
To help us review your content, provide examples of the variables in the body. Do not include any
customer information.

[
i {0 John

{{2)} Enter example

Add a short line of text to the bottom of your message template.

[ Enter footer message

]

Template Manager
Template Type
Choose what type of template you want to create. Hello ({1}, Here's A Great Deal On Your Favorite {{
[ WhatsApp Template - J
Change the selected category X
)] P
- Addati

The message content and selected category do not match. Please proceed with the
None  gyggested category seletion. Details

T .
= Marketing Suggested
Body @ Send promotional offers to increase awareness and engagement
Enter th
S o ‘ Utility Current
; Send account updates, order updates, alerts, and more to share important information

| /I The template will be rejected. You can appeal for a review.

Footer|
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What happens if | send templates of different categories in the same
24-hour conversation window?

Any time a template message is sent, it will result in a conversation charge
unless it is sent in a conversation of the same category. For example, if a utility
template message is sent during a service conversation, it will open a separate
utility conversation open for 24 hours from the time the utility template is sent.

If a utility template is sent after a utility message is sent in the same 24-hour
window, it will not be charged. Below are several examples to illustrate how
conversation charges work.

[ EXAMPLE 1 J

11:07 Opening a marketing
¢ (@ Thesrandstore @ ; conversation inside a
service conversation

Hi there, what are your store timing for
today?

A service conversation is

Hi Zayed, we are open from 10am-6pm. Opened a,t 1 1 :1 5 When d
business response to a
Great. will visit today. customer message is delivered.
o A marketing template is
We're offering a 10% flat discount on our
latest winter wear in-stores and online. delivered a‘t 630 Wh||e ‘th|s Service
This offer s valid till 25th Feb 2023 conversation is still open. This opens

a separate marketing conversation.

2 Shop now The result is one charge for service
_— conversation and one charge
for a marketing conversation.

(

Free entry point conversations
® | > B o are an exception. A template sent

m during the three day free window

will not open a new conversation.

In the above example, if the business
replied to the first user message
delivered at 9:30 with a template, a
conversation of the same category
as the template will be opened.

Not a service conversation.
\_




[ EXAMPLE 2 J

Opening a utility
conversation inside a
marketing conversation

A marketing conversation

Is opened at 10:10 when a
marketing template message is
delivered. Later, with the
marketing conversation still
open, a utility template is
delivered at 11:55. This opens a
separate utility conversation.
The result is one charge for a
marketing conversation and one
charge for a utility conversation.

Hi Sarah

We would like to remind you about your
upcoming appointment at 5:00 pm today.

if you are more than 15 minutes late, we
cannot guarantee your appointment.

Following up. You are booked for an
appointment at 5:00 pm today.

Please confirm your appointment.
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11:55

& o Sun and Sports &

s Hiking Shoes

Hi Sarah, Get ready for a hiking trip with
our new hiking shoes! Avail a discount
voucher on purchase of one pair.

View item

Thank you for your purchase. Your order
number is:

542585878.

We will notify you as soon as its shipped.
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[ EXAMPLE 3 J

Two templates of the same
category result in only one
conversation charge.

A utility conversation is opened
at 9:00 when a utility template
message is delivered. Later,
with the utility conversation still
open, another utility template
message is delivered at 3:00.
There is no new conversation
charge because the template
type used within the open
conversation window did not
change. The result is one utility
conversation charge.



[ EXAMPLE 4 ]

One template with both utility
and marketing content

A template that includes content
that is both utility and marketing
based on the template
guidelines is delivered at 10:25.
Whenever marketing content is
identified in a template, the
template will be categorized as
marketing. The result is one
marketing conversation charge.

2:00

& @ The Brand Store #

e

Hi Sarah

Your package has been shipped.

Here's your tracking information and 15%
discount voucher next time you shop with
us.

Track shipment

View voucher

@ [rype a message
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