
Creating Better Customer Relationships  
With High-Value Conversations
A successful conversational business strategy requires high-value messages that are  
expected, timely, and relevant. But what are the key components to high quality conversations? 
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The Case for Quality
With so many of today’s business interactions 
taking place on a smartphone, what does that 
mean for the relationship between a business  
and its customer? Has the customer relationship 
been reduced to just text and taps?

Hardly. Despite the rise of mobile and the growth  
of digital channels, the customer journey is still a 
deeply personal experience. Customers don’t just 
want to make a purchase – they want to interact,  
ask questions, leverage your expertise, and ultimately 
feel like they’re doing business with someone they  
can trust. In the context of a traditional buying 
experience in a brick-and-mortar storefront, this  
can be as simple as having an employee strike up  
a conversation as customers shop. But how do  
you replicate this experience on digital channels?

Since people already use messaging to engage  
with friends and family, your customers are naturally 
drawn to messaging as a way to interact with  
your brand: 

in fact, 75% of adults want to message 

with businesses the same way they do with 

people, while 57% say messaging with a 

business feels more personal than calling.¹

One critical caveat: not all conversations are created equal. Just as a poor in-
person interaction can drive a customer away, a low-quality messaging conversation 
will send customers elsewhere. If you use business messaging in the wrong way, 
you’ll become the proverbial Business That Cried, Read This!, the equivalent of 
being ignored when you actually have something valuable to say. Too many low-
quality messages from too many brands can even sour the medium as a whole, so 
it’s critical to ensure your customers can derive true value from your conversations.

¹“Harris Poll: In September 2020, we commissioned The Harris Poll to conduct an online survey  
of the U.S., Germany, the UK, India, Mexico, Brazil and Indonesia to understand their thoughts  
about business messaging. The survey was conducted among 8,214 adults ages 18 and older  
and specific brands and products were not mentioned, including WhatsApp.”

“
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3 Key Components of a High-Value Conversation
When it comes to business messaging, you can’t assume the same tactics that 
work for email marketing, direct marketing, telesales, or other channels will work 
here. In fact, as we learn more about messaging, we’re finding it’s important to 
unlearn some standard marketing behaviors in order to make the most out of  
the medium.

So, what does it take to make the most of messaging and conversations?
Here are three elements that every business messaging conversation should include 
to be considered high-value:
 

01 Expected

Businesses must provide an opportunity for customers to 
opt-in to conversations first. That way, you can be sure 
your messages are always welcome and each exchange 
helps build a stronger relationship between you and your 
customers, instead of having the opposite effect.

03 Relevant

The message should be personalized to the customer. 
Treat them like any other customer, using your knowledge 
of their past purchases and previous interactions to craft 
valuable conversations.

02 Timely

The message should have a purpose for being sent at 
that exact moment. For example, you might consider 
sending a relevant offer based on an upcoming event 
such as a holiday weekend, or letting a customer know 
that an item they searched for is back in stock.
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What Makes a High Quality Message?
While an expected, timely, and relevant message will look 
different for every brand and industry, here are a few  
examples of the types of messages that help deliver value: 

A cell phone service provider that 
notices a customer consistently going 
over their data limits can provide 
information about other plans that might 
be better suited to their current usage.

A bank can let a customer know if 
they’re close to reaching their credit limit 
while offering the opportunity to extend 
their credit line.

An e-commerce brand could notify a 
customer about a price adjustment for 
an item on a wishlist or provide support 
for customers who have questions 
about their new purchase.
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How Quality Ratings Help  
Ensure a High-Value Conversation
Messages that are expected, timely, and relevant create an engaging  
customer experience that builds lasting customer relationships.

To help you measure and improve the quality of your business messaging through the WhatsApp Business Platform, 
you can always check your phone number quality rating, and in some cases, the template as well. This tells you how 
messages have been received by customers in the past 24 hours.

A high phone number 
quality rating indicates that 
you’re creating valuable 
conversations with your 
customers, while a low rating 
indicates that you should 
evaluate your messaging 
strategy for improvement. 
Here are a few tips for 
improving your phone number 
quality rating: 

Only send messages to users who have opted in to receive messages on 
WhatsApp. In addition, make it easy for customers to opt-out if they want to.

Make your messages highly personalized and useful to your customers.

Make sure your messages are delivered at a desired cadence and they 
provide relevant info to your customers.

Optimize messages for content and length to help show you respect 
your customers’ time.

https://www.facebook.com/business/help/896873687365001
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Make Every Message Count
Messaging apps make it simple for businesses to deliver conversations that can 
build stronger customer connections. High-quality conversations are a valuable 
way to establish and build on a strong connection with your customer. Quality 
messages sent directly to a customer help businesses to problem-solve, build 
trust, and ultimately convert. Not only that, but building a trusted relationship 
with your customer can lead to longer customer retention in the future.


