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Why Quality Matters
Think about the last time you received an unwanted 
call at home in the middle of dinner. Or a note to your 
personal email from a stranger asking you to sign 
up for something you’re not interested in. Or maybe 
it was a text from a random company about “your 
car’s extended warranty”, but you only take public 
transportation.

What do these situations have in common?

They all feature unwanted, low quality outreach—the 
kind of unpersonalized communication that, instead  
of engaging people, ends up pushing them away.  
And although these situations aren’t ideal, they help us 
understand how businesses can do better: with higher 
quality conversational outreach that has the potential 
to yield more engaged prospects and customers. 
High-quality messages are more likely to be read,  
and therefore, they’re much more valuable. 
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Why Quality Matters

As a business, it’s not enough just to send a message to your customer about a product  
and hope that they respond. You need to engage them and ensure that they make a 
purchase successfully, while building stronger connections to help increase the chances  
of customers returning. 

Quality conversations can promote business benefits like:

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 is critical for retention.

Helping  
promote business 
growth with  
quality messages

01

Building long-term relationships with customers to 
help drive desired business outcomes.

02

Maintaining WhatsApp as a differentiated channel to 
share valuable and important information.

03

Reducing the risk of customer blocks, reports,  
and WhatsApp placing limits on the ability to  
reach customers.
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Why Quality Matters

Businesses can use message quality in their conversations to help create long-term 
relationships with customers and drive desired business outcomes.This is true for commerce 
businesses, as well as telecommunications and financial services. Some example use cases  
of quality messaging by vertical are:

Applying quality 
messaging  
across verticals

E-commerce

Back-in-stock alerts, product upsells and cross-sells, 
relevant and timely offers.

Telecommunications

Upcoming plan renewals, top-up minutes, relevant 
plan recommendations.

Financial Services

Relevant account recommendations, apply for a new 
card or loan.

https://brandfolder.com/whatsappbusinessapi/bsp?digest=cfzcbwxfg3hp6pf79wr9pr
https://brandfolder.com/whatsappbusinessapi/bsp?digest=k63khbvks8scmzrvx58gws7
https://brandfolder.com/whatsappbusinessapi/bsp?digest=5crt25nvtf5stj55xh4k39w3
https://meta.highspot.com/items/61a63ae92e4ccecaef9ecdb9?lfrm=srp.1
https://meta.highspot.com/items/61a63b539fa0e3cb09b39d80?lfrm=srp.1
https://meta.highspot.com/items/61a63bfd5c34d8cbb3f6f3e5?lfrm=srp.1
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Why Quality Matters

We designed the WhatsApp Business Platform as a communication tool used to create high 
quality conversations between customers and businesses at scale. 

How quality sets 
the WhatsApp 
Business  
Platform apart

Quality by design

WhatsApp helps businesses focus on high quality 
conversations. The API has built-in user feedback 
controls. Together, these elements optimize for  
quality engagement over time.

Intuitively conversational

The business platform is purpose-built for forging 
connections with customers around the world,  
making it easier to unlock the benefits of 
conversational business.

Automate and scale

With WhatsApp, businesses have the potential to 
deliver more consistent, personalized customer 
experiences at scale.
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What Makes a High Quality Message?
How do we define quality communication on the WhatsApp Business Platform? 
Each message should contain these three critical characteristics.

What is opt-in and why is it critical?

Opting in represents the customer’s choice to open up a line of communication between them and a business. It confirms 
the customer’s interest in receiving WhatsApp messages from that business, knowing that they can stop at any time. 
We’ve developed some opt-in best practices and tips to help you learn more. 

Our Business Policy requires the following: 

A business must clearly state that a person is opting-in to receive messages from the business on WhatsApp.

Businesses must clearly state the business’s name that a person is opting in to receive messages from. 

Businesses must comply with applicable law.

03 Relevant

Messages are personalized to the customer,  
contain valuable information, and outline clear calls 
to action(s).

01 Expected

Customer has opted in to receive this message from 
a business over WhatsApp.

02 Timely

Customer receives this message at a logical time 
(i.e. soon after engaging with the business or at  
a requested cadence).

https://developers.facebook.com/docs/whatsapp/overview/getting-opt-in
https://www.whatsapp.com/legal/business-policy/
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Quality Features on the Platform
Now that we’ve introduced quality messaging and how it supports broader 
business goals, we can begin to dive deeper into the features that the 
WhatsApp Business Platform uses to help maintain high-quality messages. 

We use a number of different features on the platform to help ensure that 
businesses and their customers stay connected via quality conversations.  
 
These features include:

Phone Number Quality Rating

1

Enforcement
Phone Number Rate-Limiting
Automatic Template Removal

3

User Controls
Block Reasons

4

Messaging Limits

2
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Phone Number Quality Rating

Your quality rating serves as a benchmark for evaluating how well you’re delivering on a 
conversational approach to marketing and driving valuable outreach to your customers. 
Having a high quality rating means that you value the opportunity to connect with customers 
on the platform, and that as a result, your messages resonate with customers and they show 
interest in your communications. Analyzing your business’s communication methods against 
the expected, timely, and relevant characteristics will help you to optimize your business’s 
messages over time.

Your quality rating is based on how many messages have been received by recipients over the 
past seven days and is weighted by recency. It’s determined by a combination of quality signals 
from conversations between you and your users. This could be anything from user feedback 
signals like blocks, to reports, to the reasons users provide when they block a business. 

Here are five steps to help you keep up a high quality rating:

Only send messages to users who have opted in to receive messages from your business. 

Craft messages that follow the ETR framework. 

Avoid sending open-ended, “welcome” or “introductory” messages. 

Be mindful of how frequently you’re sending messages. 

Be 100% sure your messages follow the WhatsApp Business and Commerce Policies.  

Before you think through how to maintain your quality rating on WhatsApp, you need to  
get a baseline for your business’ rating today — and that means finding your phone number 
and correlated quality ratings inside your WhatsApp Manager, via Business Manager API  
or webhooks. The quality rating column displays the quality states, which are as follows: 

Why have a  
quality rating  
on WhatsApp?  

What goes into 
a phone number 
quality rating?

How to maintain 
your quality rating 
over time

How do I find my 
phone number 
quality rating on 
WhatsApp?

High

Medium

Low

Resources: About WhatsApp Business Account Message Quality Rating

https://www.facebook.com/business/help/896873687365001
https://developers.facebook.com/docs/whatsapp/guides/how-to-monitor-quality-signals
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Messaging Limits, Upgrades, and Downgrades
Messaging limits determine how many unique users your business can send messages to on a daily basis. This 
includes new conversations as well as existing conversations with users. The messaging limit does NOT limit the 
number of messages your business can send, just the number of users you are trying to message. It also does NOT 
apply to messages sent in response to a user-initiated message within a 24-hour period.

You are automatically upgraded to a higher tier based on the volume and quality of the 
messages you send. Conversely, you can be downgraded if more of your messages are 
reported or blocked by users.

A “Flagged” status occurs as a warning when a business’s quality rating reaches a low state. 
If the message quality improves to a high or medium state for 7 continuous days, your status 
will return to Connected. If the quality rating doesn’t improve within a week, your status will still 
return to Connected, but you’ll be downgraded to a lower messaging limit tier.

If a business has a Flagged status, it cannot upgrade tiers. After a business is Flagged, it must 
return to the Connected status and then restart the process to upgrade to the next tier.

A “Restricted” status occurs when you reach your messaging limit. During a Restricted phase, 
you can’t send any notification messages until the 24-hour window is reset. You can still 
respond to any messages that customers initiate.

If your quality rating reaches a low state or your phone number status changes, you’ll receive  
an email and notification in Business Manager as a warning. Your Status will change to Flagged 
or Restricted.

Day 1
Start at Tier 1

Reach limited to  
1K users

Send notifications
to 2k Users in 7d

Can be done in at 
least 2 days

Send notifications
to 20k Users in 7d

Can be done in at 
least 2 days

Send notifications
to 200k Users in 7d

Can be done in at 
least 2 days

Day 3+
Move to Tier 2

Reach limited to 
10k users

Day 5+
Move to Tier 3

Reach limited to 
100k users

Day 7+
Move to Tier 4

Reach unlimited 
users

Messaging Limits 
by Tier

Upgrades

Flagged Phone 
Number Status

Restricted Phone 
Number Status

Tier 1

Tier 2

Tier 3

Tier 4

Allows your business to send messages to 1K unique customers in a rolling 
24-hour period.

Allows your business to send messages to 10K unique customers in a rolling 
24-hour period.

Allows your business to send messages to 100K unique customers in a rolling 
24-hour period.

Allows your business to send messages to unlimited unique customers in a 
rolling 24-hour period.

Resources: Capacity, Quality Rating, and Messaging Limits

https://developers.facebook.com/docs/whatsapp/api/rate-limits#status
https://developers.facebook.com/docs/whatsapp/api/rate-limits
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Enforcement

As referred to above, to help us take action to limit the reach of low-quality messages, we’ve 
created rate-limiting. If a business’s phone number has a low quality rating for an extended 
period of time, the phone number is flagged and could then be ratelimited. 

We also show the quality rating for particular message templates. The quality rating shows how 
messages from your template have been received by your customers in a rolling window of the 
past 24 hours. We show it in three different states:

A template may show one of two particular statuses if they are at a low quality:

Flagged: This is a warning. When the quality rating reaches a low (red) state, the template is 
moved to a Flagged status.

However, if the quality rating improves to a high (green) or medium (yellow) state over 7 days, 
the template will return to an Approved status.

Disabled: After a template enters Flagged Status, if the quality rating does not improve within  
7 days, the template across all languages will be Disabled. During a disabled state, the template 
will be unable to be used for sending messages or be edited.

Phone Number 
Rate-limiting 

Automatic 
Template Removal

High

Medium

Low

Resources: Message Template Guidelines

https://developers.facebook.com/docs/whatsapp/api/rate-limits
https://developers.facebook.com/docs/whatsapp/message-templates/guidelines
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When people block a business, they have the 
option to indicate why by choosing a reason, 
such as:

• No Longer Needed
• Didn’t Sign Up
• Spam
• Offensive Messages
• No Reason

When applicable, and if a business has 
medium (yellow) or low (red) quality, we  
will surface details for Didn’t Sign Up or 
Offensive Messages as part of the reason  
for the phone number quality rating. 

This will help provide greater insight into  
a business’s quality rating and how they  
can improve.

Block Reasons

User Controls
We provide a number of controls for the customer when messaging with 
a business. The ability to block a business allows customers more control 
over the messages they receive. 

Our user controls help to give customers more power over which 
businesses can message them and when. Customers can choose to 
block or report a business at any time, and they also have the choice to 
give WhatsApp feedback on why they blocked. We leverage these signals 
to determine a business’s phone number quality rating.

Resources: Controls When Messaging Businesses

https://faq.whatsapp.com/general/chats/controls-when-messaging-businesses/?lang=en
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How to Proactively Manage Quality
Tips for investigating message quality 

Delivering high quality messages and experiences to your customers is a core part of 
a strong conversational messaging strategy. To make things easier, we’ve created this 
checklist to help you proactively manage your message quality over time:

Get more detailed information on how to monitor quality over time.

Re-evaluate opt-in and opt-out flows to  
ensure the messages received by your customers  
are expected.

Ensure your message templates are expected, 
timely, and relevant. Determine if volumes 
have increased for specific templates or if new 
templates have recently been added.

Re-evaluate the frequency of your messages. 
Make sure your customers aren’t getting 
messages more often than they’d like.

Review message content to ensure that it clearly 
articulates the benefits for your customer, and that 
your language is concise and engaging.

Review bot functionality to ensure the bot is 
functioning as expected and that inquiries from 
customers can be resolved quickly and efficiently.

Find out if there’s been a change in customer 
sentiment by diving into metrics your business 
may be gathering, like customer satisfaction.

Review the 30-day quality history chart, and 
quality reasons provided for red and yellow quality 
and/or template quality. These can help you 
pinpoint when quality dropped and why.

Ensure your business complies with our 
Commerce and Business Policies.

https://developers.intern.facebook.com/docs/whatsapp/guides/how-to-monitor-quality-signals
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Next Steps
We’ve shown you how maintaining high-quality messages with your customers can 
ensure long-term success on the WhatsApp Business Platform, and helps promote 
the growth of your business.

For specific questions about how your business  
can improve your conversations with customers, 
reach out to your Business Solution Provider. 

Get more detail about the WhatsApp Business  
Platform’s quality features by reading the content 
in our Quality Messaging Content Library.

1

2

https://meta.highspot.com/items/61a64330295be4cbf4b6d01d?lfrm=srp.2



