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Welcoming in the Era 
of Boundless Customer 
EngagementTM

The evolution of digital engagement in the past decade has made the job of acquiring and retaining 

customers a more complicated and nuanced operation. Developments in technology have allowed 

brands, with the help of tech giants like Meta (formerly Facebook) and Google, to understand where 

their customers hang out online and the sorts of things they show an interest in. If you’ve ever delved 

into the part of Facebook that shows you your own interest categories, there’s some impressive detail 

that can offer insight even you didn’t realize about yourself.

What this has produced feels like a superficial individual “buyer persona” for every Facebook user or 

Google searcher, which presents us with two main problems: 

1. The data won’t be this accurate for much longer. Google is set to remove third-party cookies 

tracking from its Chrome browser (although this has been delayed by 12 months to 2023) 

and Apple’s recent introduction of App Tracking Transparency (ATT), soon to be followed by a 

Android’s Privacy Dashboard, means it will be harder to accurately market to consumers online. 

2. It’s just a slightly more refined version of mass marketing and doesn’t go far enough in creating 

the engaging and personalized relationship that modern customers demand. It’s the equivalent 

of using a Wikipedia page to write a heartfelt obituary. It may work for initial targeting and first 

engagement, but brands must find a way to build more loyal, longer-lasting relationships.

https://www.theverge.com/2021/6/24/22547339/google-chrome-cookiepocalypse-delayed-2023
https://www.theverge.com/2021/6/24/22547339/google-chrome-cookiepocalypse-delayed-2023
https://developer.apple.com/app-store/user-privacy-and-data-use/
https://9to5google.com/2021/05/20/android-12-beta-2-privacy/
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The future of customer engagement will focus on loyalty and retention, taking priority over just 

attracting new customers. The period since Covid-19 hit has seen a shift in customer habits to more 

digital solutions for everyday brand interactions - our own platform saw an 87% rise in conversations 

over messaging apps in 2020. 

Changing consumer habits has seen brands funnel budgets into social advertising, making it a more 

crowded and expensive space. So in a more crowded market that now values convenience and 

speed above everything else, finding a way to build happy and loyal customer relationships that feel 

personalized and relevant is everything. It needs to go further than traditional marketing that only 

focuses on the start of the buyer journey. Marketers need to think beyond customer acquisition cost, 

looking at customer lifetime value as the key metric.

Which brings us to conversational marketing. 

A traditional buyer experience is no longer enough to satisfy customers — consumers want to dictate 

their own journey, and it’s up to brands to adapt their CX strategies to reflect this. By embracing 

conversational marketing as the entire ethos surrounding engagement, customer retention and 

loyalty will happen organically by providing exceptional experiences at every touchpoint. 

What is Conversational Marketing?

It’s the antithesis of impersonal, one-way mass marketing. Conversational 

marketing is a way of engaging consumers with a two-way conversation 

that builds trust and loyalty by making the whole customer experience as 

personalized and seamless as possible. In the case of messaging channels, it 

means brands creating a blend of human and automated interactions on the 

apps customers use for everyday interactions. Conversational marketing is 

about engaging across the whole customer lifecycle, with unique experiences 

each and every time consumers interact with a brand. 
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Why Conversational Marketing on Messaging Apps 
Makes Sense

71%

80%

67%

1bn

3x

2/3 also want personalized experiences — messaging channels are the only solution 

that offers two-way conversations at scale, so it’s a match made in heaven. 

If that’s where your customers hang out most of the time when they’re using a 

phone, it’s a much better avenue for engagement vs email or your own app. 

Customers don’t see multiple touch points across a brand’s different channels — it’s one 

single digital relationship. Teams working in silos with no visibility of previous interactions 

is a surefire way to frustrate people reaching out to interact with your company. The 

relationship needs to be treated as a series of continuous conversations.

And the potential audience is far larger — WhatsApp alone has 2bn users, with 

Facebook Messenger not far behind on 1.3bn. 

Native messaging apps like WhatsApp and Apple Business Chat have an open rate of nearly 

50% and 43% click through rate, which dwarfs the engagement seen on other channels. 

of consumers expect brands to interact with

of time spent on mobiles is using messaging apps 

of consumers will drop a brand

people interact with businesses Over

Messaging channels offer more engagement than email 

them on messaging channels 

if they have to repeat themselves

using messaging channels 
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Why Messaging 
Channels Work 
for Conversational 
Marketing
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Facebook Messenger

Guest Mode

The channel is accessible to everyone, even if they aren’t 

logged in or don’t have a Facebook account, thanks to 

Guest Mode. It means every customer can enjoy the 

same level of experience no matter their situation.

Device-Agnostic

Messenger is a prime example of continuous conversations. One that begins on a website Messenger 

plugin, can transfer to a cell phone or tablet and continue at the customer’s convenience. Messenger 

is device- and session-agnostic.

Click-to-Messenger Ads (CTM)

With CTM ads, a customer conversation begins with one click into a messaging channel and continues 

there across the entire lifecycle.

Proactive Notifications

With “message tags” brands can turn Messenger into a proactive engagement channel, sending 

automated relevant and personalized notifications, such as a change in flight status or special offers.

Personalized 
eCommerce

Use Facebook Shops to showcase 

your brand’s products, and 

Messenger becomes a shop 

assistant, payment service (in 

certain regions) and advertising 

billboard to engage new and 

current customers.

https://www.conversocial.com/blog/conversation-round-up-2-september
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Instagram Messages

Click-to-Messenger Adverts 

Using images, videos or carousels, a click takes customers straight 

into Instagram Messages and a conversation with your brand or 

custom bot designed to engage and convert. 

All-in-One Shopping 

Facebook for Business estimates that 70% of consumers use Instagram to find new products, making 

it the perfect destination for engaging eCommerce. Customers browse products on your profile, 

purchase in app (currently US only) and receive WISMO updates throughout the delivery process, all 

within in-app Instagram Messages.

Easy Access to Engaged Customers 

Brands can respond to DMs, tags, mentions or reactions to your stories directly through Instagram 

Messages. Responses can build more personalized relationships and help create stronger bonds 

whether reacting to positive or negative engagement on the app.

Ice Breakers 

Brands can build defined, automated paths by using ice breakers 

when a customer initiates contact. Creating a defined menu of four 

questions, based on the most common intents, quickly identifies 

the focus of the conversation and drive more efficient interactions 

on the platform.

https://business.instagram.com/shopping?locale=en_GB
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WhatsApp

In-App Payments

Brands can send links to a pre-populated checkout page which 

appears within the WhatsApp conversation for easy payments, 

or if the customer’s card is already on file, they can authorize a 

transaction for new or recurring purchases without leaving the chat.

Quick Replies 

Brands can save and reuse commonly sent messages — from FAQs to special offers — so customer 

interactions can be slick and seamless, providing an exceptional conversational experience.

QR Codes 

Not every conversation needs to begin digitally — customers can scan a QR code from a receipt, 

delivery note or in-store and immediately begin a conversation via a brand’s verified WhatsApp account.

Secure Encryption 

WhatsApp’s SSL encryption is one of its key selling points. While providing exceptional rich messaging 

experiences, it also provides consumers with peace of mind when sharing personal information.

Proactive Notifications 

Personalized messages like account updates, flight status or 

appointment reminders can all be sent based on the customer’s 

criteria. It means no important messages will be lost in a 

cluttered email inbox.
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Apple Business Chat

List Pickers 

This is in-app ecommerce at its finest. List Pickers encourages customers to buy products in app with 

easy-to-navigate sections, making it a seamless and easy shopping experience. 

Augmented Reality (AR) 

Whether it’s getting a virtual makeover or seeing if a desk is the right fit for your office, AR is a 

powerful customer experience tool proven to drive revenue and customer satisfaction.

Location Engagement  

By scanning a QR code — in a store or at a stadium — a customer can start a conversation with a 

brand over a messaging channel. While providing unique and seamless experiences in the moment, it 

also opens up the chance for post-location engagement.

Chat Suggest 

Deflect high-intent customer web searches straight to a 

messaging conversation. It opens up sales or appointment 

bookings through Pickers and continuous proactive engagement 

across the lifecycle. 

Apple Wallet 

The customer conversational experience is like a complete 

shopping trip in ABC — after choosing a product and seeing how 

it looks virtually, Apple Wallet’s integration also means secure 

payments take place all within the same conversation.
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Google’s Business Messages (GBM) 

Search or Maps to 
Messaging 

Engage your customers as soon as their 

journey begins. Offering messaging 

through organic search or on Google 

Maps makes it easy for customers to 

find brands through the tools they use in 

their billions every day.

Google Ad Message Extensions 

Send high intent leads straight to GBM with organic, advert and dedicated click-to-message ads. If 

mobile users tap a PPC ad, it opens the native messaging app on their phone and sends pre-defined 

messages to your business. It’s a new way to begin a customer relationship over messaging.

Dialogflow CX 

Create custom “virtual agents” that offer bot flows based on common customer intents at 

scale. Using AI to identify queries from store locations to booking an appointment, GBM offers 

exceptional conversational experiences.

Rich Chat Tools

Enhance conversational experiences through 

carousels, photos and “chips” (multi-option 

conversation starters, replies and actions) 

that help to drive revenue and loyalty 

throughout a customer’s journey.
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SMS

No Opt In  

This is a lower barrier to entry into conversational experiences vs other messaging channels. 

SMS is an opt-out channel, meaning brands can reach out to 100% of their mobile audience.

Proactive Conversations  

Have two-way interactions with customers over 

SMS with triggered messages and targeted 

notifications that turn reminders or discount offers 

into customer loyalty building experiences.

Universal Reach  

Everyone with a cellphone can be reached on SMS. There’s no app needed, with every 

phone able to send and receive text messages as standard.

Messaging Channel Gateway 

Seamlessly divert customers from phone calls to 

private messaging channels and begin richer, more 

engaging customer conversations across the lifecycle.
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Conversational Marketing  
in Action: Four Use Cases

Higher Revenue and Lower CAC with Digital 
Appointment Booking

The Brand: A global beauty brand keen to leverage Facebook’s advertising infrastructure and 

Messenger’s global popularity to create exceptional conversational experiences and increase customer 

retention and satisfaction.

The Use Case: Creating a CTM campaign offering full-face makeovers that brings customers into an 

automated Messenger flow that seamlessly helps them to set up an in-store appointment.

Business Impact:

• 122% lift of in-store bookings compared to web or mobile app, with a 109% increase of clients 

showing up for the appointments 

• 15% higher average order value from appointments booked over Messenger compared to  

website bookings 

• 55% reduction in CAC using CTM ads for make-over customers

• 93% of customers contained in the bot experience, with a quicker and more efficient  

booking process
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Moving all Customer Conversations  
to WhatsApp
The Brand: Volaris – A Mexican low-cost airline looking to put messaging and automation at the heart 

of its customer experience management using WhatApp, the dominant method of communication 

throughout Latin America. 

The Use Case: The airline promoted cheaper airfares by creating a more seamless and mobile 

friendly customer experience to attract first-time flyers and retain them for repeat travel. 

By replacing the CTA in flight notification emails with a WhatsApp link, and using proactive 

notifications over WhatsApp for alerts such as flight status updates, Conversocial’s platform enabled 

Volaris to digitally transform their CX operations in 18 months.

Business Impact:

• 61% of messaging conversations are 

now on WhatsApp — replacing SMS 

as the primary notification method 

• 78% of conversations handled by 

automation alone using engagement 

bot flows 

• 100% of customer experience 

conversations expected to be served 

by WhatsApp by the end of 2021



15   verint.com  |  @verint

Supercharging Fan Engagement with  
Messaging Channels

The Brand: A globally renowned North American sports league, with teams in the US and Canada and 

2 billion fans across the world. 

The Use Case: The league wanted to increase fan engagement by tapping into the power of 

messaging channels to send proactive messages and alerts. Using Verint® Social Messaging™, they 

initiated conversations around key players, schedules and post-game highlights to give fans a fuller, 

more connected experience to the sport.

Business Impact:

• 2 million conversations initiated by the league, producing open rates of 78% and 8% engagement 

with the messages

• 1.21million users signed up for the alerts with 257k users engaging every month, including fans in 

the Philippines, Thailand and Mexico



16   verint.com  |  @verint

Using Messaging Channel Automation to  
Scale New Customer Acquisition
The Brand: Freshly is a weekly subscription service delivering fresh, not frozen, chef-cooked meals 

that can be heated and served in just 3 minutes. All customers need is a microwave and a fork. 

The Use Case: As the US locked down due to the Covid-19 pandemic, Freshly was inundated with 

new customer conversations, which stretched their teams working from home. Using social media 

advertising and automation to address the soaring volume helped ensure new sign-ups and existing 

customers were still receiving exceptional experiences over Facebook Messenger.

Business Impact:

• 50% of new customer interactions 

were handled completely through 

automation and in-channel. 

Customers were given a seamless 

and efficient sign-up process 

• Expansion into new channels by 

meeting more customers on their 

preferred messaging apps: Apple 

Business Chat and Google’s Business 

Messaging
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Start Having Meaningful 
Conversations
Most modern consumers own a smartphone and are familiar with push messages, which can be an 

effective marketing tool, but are limited by their one-way nature. A message is pushed out with no 

chance for customers to reply. 

With Verint Messaging, messaging apps can become revenue-generating channels that offer genuine 

two-way engagement across a customer’s lifecycle. Brands can reach consumers with useful, unique 

and impactful conversations—and as the engagement continues, the messaging will become more 

personalized and relevant. 

It’s time to stop thinking of traditional marketing and customer acquisition as the best way of selling 

products and services. Modern consumers use digital channels on their own terms and are dictating 

their own buyer journey, so brands need to focus their efforts on building loyalty and retention. 

Introducing conversational marketing to your strategy can provide unique and effortless brand/

consumer communication for sales, marketing and customer service teams and help you acquire—and 

crucially, retain—an engaged and happy customer base with long lifetime value. 
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