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1. The potential of conversational
communication 

If you have arrived at this document, we assume that you are familiar with both

WhatsApp and Zoho. Maybe you work with them or you're wondering if you should

switch to both tools. 

 

The numbers speak for themselves. On the one hand, we have WhatsApp with its 2

billion users, while on the other hand we have Zoho with its 70 million users. 

 

Zoho, with all its applications, aims to offer a complete business and productivity

suite for companies. Though WhatsApp is still best known for its customer version, we

are going to tackle all that WhatsApp Business Platform has to offer for businesses of all

sizes. 

 

Both are potential tools on their own, but what happens when you combine the two?

Let's find out.

1.1 Challenges and opportunities 

Conversational trends are changing, and the glory days of email, SMS and phone calls

are behind us.

 

Users have had a sweet taste of instant messaging, and they want the same experience

when talking to companies. 

 

This is why we live in a world where conversational messaging (or conversational

communication) is booming. What sets this type of communication apart is that it

focuses on one-to-one conversations in interactive interfaces such as live chat or

messaging apps like WhatsApp, Instagram, and Facebook.
 

However, some companies are still not seizing the opportunity and are struggling to

keep up with their competitors, who have adapted to the conversational world.
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Emails no longer reach users  
We're willing to bet you have a long list of promotional emails that you

haven't (and won't) read. It happens to all of us: we subscribe once to a

newsletter and then commit to a company for months.

 

However, email marketing is still a powerful tool, but not when you

want an assured result or have invested time and effort in crafting a

great offer. 

 

This is the perfect opportunity for you to get savvy and turn to

messaging channels as the new way to connect with your audience. 

We have done the work and compiled some of the challenges, and how to turn them

into opportunities: 

People prefer messaging, but companies aren't prepared
If the numbers are anything to go by, 75% of adults surveyed in 2020

(Business Messaging Research Study, September 2020) said they preferred

to communicate with a company via messaging. And that number is only

increasing as the years go by. 

 

When you adopt a conversational mindset, you base your experiences on

two-way conversations that connect users to your business. Moreover, the

ability to automate conversations is an advantage that sets messaging apps

apart from other communication channels.

It's impossible to provide a smooth email and SMS experience  
When email and SMS communication can take days, there is a real

possibility that users will abandon and look for an alternative that facilitates

their experience. 

 

Automations and live chat are the solution to this problem. Now you can

harness the full power of communications and improve user engagement. 

 

Spoiler: even if you have multiple messaging apps, you can manage all your

conversations from one place. Read on to find out how!
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1.2  WhatsApp as a channel to speak with your customers 

We have talked about messaging apps in general, but let's focus on WhatsApp

(although the power of messaging also applies to Facebook and Instagram).

 

WhatsApp Business Platform is the version that WhatsApp has created with medium

and large companies in mind. However, we encourage businesses of all sizes to try all

the advantages it offers. 

 

This version does not work as an app, but as an API that integrates with your favorite

messaging software, such as Zoho Cliq, Microsoft Teams or Slack. 

 

You can create dynamic templates, apply integrations and play with
automations. However, and most importantly, it is worth noting that this is the

channel your customers already use. 

 

It's the world's preferred text-based channel, and what we love when we talk to friends

is now available for businesses to employ. 

 

It's the perfect channel to focus your customer communications, and you can amplify

your impact when you use Instagram and Facebook Messenger in conjunction.
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Zoho CRM allows you to set up a welcome message for WhatsApp conversations
and creates logs of all conversations. With it, it is now possible for you to create

workflows that automate a set of actions and, of course, you will now keep track of all

your users' data.

And to connect it, all you need is the WOZTELL integration (best of all: you can start

now for free).

1.3  Zoho as a tool for conversational marketing management 

We are not forgetting Zoho, because this is where it comes into the picture. 

Zoho has a wide range of different applications in its suite, but we are focusing on

Zoho Cliq and Zoho CRM to work with WhatsApp.

Integrating WhatsApp into Zoho is the icing on the cake for any communication

strategy. 

Cliq is the perfect place to manage all conversations from the same place. If you have a

team of agents, they can work on conversations together and offer the best support to

customers. 

You can track the entire conversation history and even observe how customers interact

with chatbots. 

6
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2. How to use WhatsApp across the
customer journey 
One of the main objectives of WhatsApp is to connect people. 

 

It is a reliable and popular channel that can now connect your business with your
customers and your leads. 
 

In this case, we are going to show you how the WhatsApp Business platform can help

you throughout the customer journey. We start with the pre-sales phase to end with its

use for post-sales. 

 

Prepare your WhatsApp Business Platform account and let's get started with the

journey.

2.1  Pre-Sales 

If what you want for your business is to maximize your profits without burning out your

agents, then we suggest you have a pre-sales strategy.

 

We refer to all the processes that take place before closing any type of deal. It can

include tasks such as prospecting, lead qualification or proposal writing, to name a
few. 
 

We are at the top of the funnel, and WhatsApp is going to be our great ally in moving

customers down the pipeline

2.1.1  Value offered by WhatsApp to your company and your                                    
customers

Let's consider one of the challenges businesses face: customers are overwhelmed by

promotional emails and all forms of traditional advertisements. 

 

Not only that, but customers now prefer messaging, which is why the WhatsApp

Business Platform is the tool your business needs to stand out.
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By adding a link directing to your WhatsApp, you'll be offering added value. This shows

your customers that you're making the effort to meet them on their favorite app that

they already know how to use.

 

We are at the stage where a user has just discovered your product or service. So how do

you get them into your WhatsApp inbox? Let's see.

2.1.2  Entry points 

The gateway for your customers to your WhatsApp inbox are the entry points. 

 

During the awareness phase in which the customer is discovering your product or

service, giving them an opening to your WhatsApp where you can share information

and solve their doubts from the beginning is a pro move.

 

There are different 3 types of entry points:

Click-to-chat link: this is a link in the wa.me format that you can paste

whenever you can put a url. We suggest a biography on social networks,

for example.

Social media posts: with the same format as the wa.me link, you can

add it to a post to invite users to contact you via WhatsApp.

Social media profiles and Instagram highlights: by simply typing your

phone number and adding a story highlight, you will increase the

visibility of your Whatsapp.

‘Contact us' page: if a user visits this page, chances are they already

want to talk to you. Add a QR code or a wa.me link that instantly opens a

WhatsApp conversation to make it easier. 

Organic:  
There is no payment involved. It is the kind of entry point that your user

encounters on their own when they are interacting with your business. 

 

Examples of organic entry points: 
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Social networks: Facebook and Instagram give you the option to add a

button that directs customers to your WhatsApp. For them, it's as easy as

clicking and a new conversation will open.

Traditional advertising: since the start of the pandemic, QR codes are

booming again. Their use extends to adding them to physical products

or a billboard for users to scan and open a WhatsApp conversation.

Search engines: these are the ads you see on Google or Bing, for

example, now direct to your WhatsApp Business Platform

Paid:  
It is now possible for you to set up your paid ads and promotions to direct

users to a WhatsApp conversation where you can chat with them one-on-

one.

 

Examples of paid entry points: 

Other:  

Let's keep this one sweet and short-we're talking about PR/media news articles and QR
codes. If you venture into this format, you should use a unique link that opens a

WhatsApp conversation for users.

www.cosmetic.com/natural/spa..
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2.1.3 Opt-in 

Before you can send any type of WhatsApp notification, you must first have the users'

consent. This is called opt-in, and is a mandatory step to comply with WhatsApp

policies.

Not only is it necessary because WhatsApp says so, but because when a customer

consents and is willing to receive messages, the quality of the conversation increases.

You avoid overwhelming consumers with unwarranted ads and, instead, focus on those

who want your communications. 

In order to proceed, indicate that they consent to receive messages from your business,

write your company name clearly, and comply with applicable laws to have your

WhatsApp Business Platform up and running.

There are several methods to get the opt-in (and they are accepted by WhatsApp):

2.1.4 Use cases 

As you can imagine, specific uses of WhatsApp during the pre-sales process are

plentiful. But here are a few that you can use as inspiration for your own strategy.

By SMS.

Website form.

During a user-initiated conversation on WhatsApp.

During a phone call.

Opt-in message in a missed call.

In person and on paper.

Product information
Perhaps one of its uses par excellence. Use a WhatsApp conversation to

provide the necessary information to the user: they are already interested

and you can take advantage of the opportunity.
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How to use
When in doubt, WhatsApp is the place for your users to contact you directly.

With a text message, a product demo video or even a PDF document, you

can show how they can use your product.

Link to product page
If you have several products and a customer asks you for one of them, you

can now send them the link and direct them to the one they are interested

in.

Send a lead magnet
To continue with your lead acquisition strategy, you can send a lead magnet

or even automate a chatbot that collects user data and sends them the

attached document when they complete the process.

Webinar registration
We have tested the potential of WhatsApp to encourage webinar

registration, and it really works. You can collect their data manually (or with

a chatbot) or simply send them a link to the registration form. Either way,

you won't get lost in the chaos of their inbox.

FAQs Chatbot
The use of automations and chatbots is almost endless. However, one of the

most common and useful is an FAQ chatbot. This will relieve your agents

from answering repetitive questions and provide 24/7 answers to customers.

2.1.5 How to manage WhatsApp with Zoho 

So, how can you use Zoho to manage the first conversations with your future

customers? Let's find out.

Live chat

WhatsApp Business Platform is an API that integrates with other messaging programs,

as we have already mentioned. 

 

From now on, Cliq is the place where you can manage your conversations from a single

platform.
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When a new customer takes the step of sending a message to your company, a new

conversation will appear with their name and number. What's even better, if you have

Zoho CRM connected, you will be able to access all the information.

 

Depending on the size of your team of agents, you can distribute the conversations

among them. And what's even better? If there are several agents in the same

conversation, they can chat with each other to provide the best response (without the

customer reading, obviously).

 

If you decide to set up message templates, this is where you will put them into

practice; as they are pre-approved by WhatsApp, they will work in a few clicks.

 

Give more information, answer frequently asked questions and do it easier than ever
with the combined power of live chat and WhatsApp.

12

Live chat

WhatsApp Business Platform is an API that integrates with other messaging programs,

as we have already mentioned. 

 

From now on, Cliq is the place where you can manage your conversations from a single

platform.

 

CRM 
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CRM 

A CRM is the perfect and necessary place to store all the information and data you are

going to collect through your WhatsApp conversations. 

 

Doing it manually in an Excel sheet is not a viable option for companies that want to

scale and evolve in the conversational ecosystem. 

 

Zoho CRM is the solution already used by companies like Amazon, Suzuki or
Tassal.
 

It will store information and obtain the necessary metrics that will help you in your

decisions, and most importantly, connect with customers and leads. 

 

CRM is able to support and manage multichannel communication, and of course,

that includes our beloved WhatsApp. It will record your conversations and process the

information of each deal so you can identify what stage they are in. 

 

However, there are two interesting features that we want to highlight: 

Send WhatsApp messages and templates from your CRM to your lead.

Automate actions based on the change of status in the CRM. For

example, the more a customer interacts with you, the better their score

in the CRM.

Zoho entry points 

We assume that if you've been paying attention, you already know what entry points

are. 

 

Just in case, and to sum it up, it's the gateway through which the user enters - in this

case - our WhatsApp Business Platform. 

 

For Zoho, there are several entry points to keep in mind at the pre-sales stage: 

H o w  t o   c o n v e r t  y o u r  l e a d s  i n t o  s a l e s  w i t h  W h a t s A p p  a n d  Z o h o  
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Desk

Campaigns and other forms

SalesIQ

This application is used for customer service. However, a WhatsApp

conversation is easier for users, and you can ask them for their number to

move the conversation to that channel.

Now, instead of asking users for their email, you can ask them for their

WhatsApp number in a campaign form or other type of form.

With the customer engagement platform, you can install a chat button on

your website and ask for their WhatsApp or directly direct them to your own

WhatsApp conversation.

Other uses 

With WOZTELL you can now integrate your WhatsApp and Zoho seamlessly. This gives

you the possibility to create all kinds of automations with its tools.

 

This way, you will be able to send a WhatsApp message to a customer once they fill out

a form in Campaigns. This will allow you to avoid sending an email to their overloaded

inbox.

2.2 Sales   

We have passed the pre-sales stage to enter the delicate sales stage.

 

Let's keep the funnel in mind because once we reach this stage, the number of

potential customers will decrease. And if you have been part of any business, you know

that this is completely normal.

 

However, you should aim to maximize the number of leads that turn into
customers, and this is where WhatsApp can help you.
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This sentiment is reflected in the rise of social media for organizations to communicate.

However, there are some companies that are unaware of the benefits that a tool like

WhatsApp Business Platform provides (but we're here to fix that!).

 

WhatsApp is the key for companies to consolidate their business relationships with

customers. Sending product links to complete purchases, providing customer support

or updating stock: it facilitates the purchasing process with a single conversation.

2.2.2 Use cases  

2.2.1 Value offered by WhatsApp to your company and your
customers  

75% of international adults during a 2020 survey stated that:

"I want to be able to communicate with businesses in the same way I
communicate with friends/family through messaging (e.g., through a
chat app, text)" (Business Messaging Research Study, September
2020)"

Stock availability 

If a customer showed interest in a product but it was out of stock, you can send them a

template and notify them when the product is available again.

Catalog link

Direct your users to your catalog, or to the section of the catalog that is most

relevant to them. You will facilitate the navigation and sales process by

giving users what they need.

How to  convert your leads into sales with WhatsApp and Zoho 
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Checkout

After a pre-purchase phase in which you have sent the necessary information,

the user is ready to buy a product. WhatsApp does not yet accept payment

through its platform, but that doesn't mean you can't facilitate it by sending

an external link to proceed to checkout on your website. 

Payment confirmation

After the purchase process, you can send the payment confirmation via

WhatsApp to avoid going to email and make it easier for users (and you) to

have the information at hand.

Order number

As in the previous case, sending the order number will give users peace of

mind and they will not ask about the status of their order because they will

now be able to check it themselves at any time.

Make an appointment

WhatsApp facilitates the entire sales process, and this is noticeable when a

customer tries to make an appointment. With email communications,

confirmation can take hours and days, but with WhatsApp the whole process

is completed in minutes.

2.2.3 How to manage WhatsApp with Zoho  

All the power of Zoho comes into play when it comes to closing a sale, and we're going

to tell all about it.

Live chat

his method of communication has the potential to be the final push that encourages

the user to go ahead with the purchase.

 

Whether stock is available again and you send a message to the user or there is a

technical problem that you can help with. 
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CRM 

Your CRM can track all of your lead data, which is a powerful tool for your sales reps to

close the deal. 

 

The entire customer journey for each lead is mapped out so sales representatives gain

insight that greatly influences your conversions in a positive way. 

 

The opportunities are almost as endless as the list of challenges your users may

encounter. However, with the help of WhatsApp and live chat, you will be in control of

your communications to: 

Provide technical and customer support.

Send a link to your catalog.

Provide purchase receipts.

Send promotional codes and coupons.

Sales process and conversations instead of email.

Pro tip: if a chat closes after the 24h window, with WOZTELL you can send a push

message to reactivate the live chat conversation and work on closing the deal.
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Your CRM is the holy grail of information where anyone in your company can get

the insights they need to provide better service. Perhaps your pre-sales team

differs from your sales team in that they both excel in their own field; be that as

it may, now the sales team has the information gathered by the previous team

to close sales efficiently.

2.3 Post-Sales

The customer journey doesn't end when a sale is made. You now have the

opportunity to provide customer service that encourages them to come back

and repeat the experience once again. 

 

A good customer retention - or post-sales - strategy leaves a positive impact on

your customer's mind and creates long-lasting relationships with them.

2.3.1 Value offered by WhatsApp to your company and your
customers 

At this late stage, there is also an opportunity for WhatsApp to assist in your customer

service efforts. 

2.3.2 Use cases  

Order status

Tracking number

Complaints management

Giving users the possibility to check the status of their order is a sign of

transparency and availability to which any company dealing with orders

should aspire.

Providing a tracking number is commonplace when a company ships a

product, and now you can send them directly to your WhatsApp users.

If there is any complaint or problem after the sale, WhatsApp is the place to

respond to your customers and make them feel heard and taken care of. 
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Product demonstration and instructions

Cross-selling and up-selling

It may be that even after buying a product, your customer doesn't know how

to work with it or work with it incorrectly. That's no longer a problem

because you can send them a demo video or even book a demo to show

them all the features.

Increase the value of your ticket by recommending similar (up-selling) or

complementary (cross-selling) products. Reach your customers through

WhatsApp with personalized promotions that encourage them to follow up

with an additional purchase. 

2.3.1 How to manage WhatsApp with Zoho   

Let's take a look at how Zoho and WhatsApp can help you expand business

relationships with your customers. 

Live chat

Cliq is the powerful tool you need to create a post-sales experience your customers will

not forget. 

 

Some of our tips for mastering this stage of the customer journey are: 

Feedback: you can send a template or an automation that asks the user to

rate their experience with your business. It's a great way for them to feel

heard and for you to get valuable information to improve your strategy.

Customer support: if something goes wrong after the purchase, your

agents can handle conversations via live chat and offer solutions to your

customers. Having a mishap is common (although obviously not ideal), but it

is also an opportunity to help your customers and create longer business

relationships.
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Coupons and recommendations: after a purchase, you can search your

own inventory and select the products that suit your customer. With

WhatsApp templates sent via Cliq, you can even add a small coupon that

encourages the customer to buy again.
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CRM 

3. Features of the WOZTELL integration with
Zoho

We have reached the end of the customer sales journey with WhatsApp and Zoho. 

The whole process of pre-sales, sales and post-sales can be seen as the 3 acts of a

movie. Communications and customer support are more important than some people

give them credit for, and now you have the whole power of WhatsApp Business

Platform on your side.

However, you may be wondering now how you can integrate your WhatsApp

conversations into Zoho Cliq and Zoho CRM. 

Our development team has worked tirelessly to build an integration that allows you to

receive and manage conversations from all your conversation channels on a single

platform. 

Let's see what you can do with the WOZTELL integration.
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HOW TO USE THE 
 

WOZTELL EXTENSION 

IN ZOHO CRM

TUTORIAL

If you want to learn all the features, here's a quick tutorial:

3.1 Zoho CRM  

Once you have the WOZTEL extension running in your Zoho CRM, you can do some

very useful things. 

In the integration settings, you can configure whether you want the CRM to create a

new contact or a new lead once a person sends a message to your company. 

You can also save messages in the WOZTELL logs. The integration gives you the
option to save all messages, messages + status or not save anything.

It also allows you to set up an automatic welcome message that will greet users with

every new conversation.

We hope we've already convinced you to work with WhatsApp templates, and if that's

the case, you can now also send one to your lead directly from the CRM, which will

open a Cliq conversation.

CRM 
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HOW TO USE THE 
 

WOZTELL EXTENSION 

IN ZOHO CLIQ

TUTORIAL

3.1 Zoho Cliq    

As mentioned, Zoho Cliq is the place where you will manage all your conversations. For

this ebook, we have focused on WhatsApp, but the integration allows you to manage

Facebook Messenger and Instagram conversations as well.

Let's see what the integration allows you to do.

 

Once installed, you can customize your experience with the integration in the settings.

You can manage the visibility of conversations and decide how to assign them to

agents.

 

If your agents have different office hours, you can create randomization rules so that

the integration automatically assigns them inbound conversations based on the rules.

 

If you also have the integration in Zoho CRM, the settings allow you to select which

users can start a WhatsApp conversation from the CRM and join Cliq conversations.

 

Here is a step-by-step tutorial to use the integration in your Zoho Cliq:
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WORKFLOWS AND
WEBHOOKS 

CRM 

HOW TO WORK WITH 

IN ZOHO CRM

TUTORIAL

3.1 Other Zoho apps (webhooks)   

To go a step further, we have workflows and webhooks. 

 

Workflows allow you to customize processes based on conditions. For example, if

a customer sends you a message, this causes the CRM to save the contact as a lead and

send them a template about your FAQs.

 

Zoho CRM allows you to create workflows, and we're going to show you how to create

one that works with our platform.

 

When creating a workflow, you have the option to add a custom webhook, which is an

automatic action that you set up. 

 

With a WOZTELL account and WOZTELL integration, you can send all kinds of

WhatsApp messages and templates as a webhook.

 

Learn how to master them in this tutorial.
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About WOZTELL

Push Notifications: you can send messages to your custom audiences and get

results of up to 3500% ROI.
Chatbots: create and configure your own multichannel chatbots. You can do it in

our platform builder or work with our ready-to-use templates.

Automations: create multi-channel workflows that increase customer satisfaction

and save time and effort.

Manage other channels like Instagram, Facebook Messenger and Webchat.

WOZTELL is a conversational platform that allows you to manage your customer

communications. 

 

In this ebook we have mostly talked about the WhatsApp Business Platform, live chat

and Zoho integration, but we have other amazing features that will boost your

business.

 

 

We believe in the power of communications to create seamless experiences that make

you stand out from the crowd. That's why we give you the tools and knowledge you

need to start your conversational journey.
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Start improving your communications with your free

WOZTELL account and get your own WhatsApp Business
Platform number for free.
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