Messenger
for Business

) Messenger



Build lasting customer
relationships through
conversation

Messenger allows you to connect with

>1.3B

people in the channel they prefer—
making business personal and convenient

Source: Facebook Data, April 2019



Why messaging matters




People prefer
messaging over other
communication channels

3%

of people across generations prefer
to message than call or email

Source: “Facebook Messaging Survey” by Nielsen (Facebook-commissioned study of 12,500 people ages 18+
who used a mobile messaging app in the past 30 days in AE, AU, BR, FR, ID, IN, JP, KR, MX, TH, TW, UK, US and
VN), Mar 2016. Unless a market is selected or called out specifically, data is on average across the 14 markets.
Millennials are defined as people ages 18-34, Gen Xers as 35-54 and Boomers as 55+.



Messaging is
convenient and
convenience matters

People surveyed who say
messaging is the easiest, Brazil

most convenient way to 69%

contact a business:

Facebook 1Q source: “Motivations, Mindsets and Emotional Experiences in Messaging (vs. Feed)” by Sentient Decision Science (Facebook
commissioned survey of 8,156 people in BR, GB, IN, and the US), Jun 2018. Research refers to people surveyed who use a messaging app
daily and have messaged a business in the past three months using one of their most commonly used apps.



Messaging helps people
build trust and feel more
connected to businesses

>11In 2

people say messaging a business
makes them feel more personally
connected to the brand

Source: “Motivations, Mindsets and Emotional Experiences in Messaging (vs. Feed)” by Sentient Decision
Science (Facebook-commissioned survey of 8,156 people in BR, GB, IN and the US), Jun 2018. Research
refers to people surveyed who use a messaging app daily and have messaged a business in the past three
months using one of their most commonly used apps.




Messaging helps businesses remove
friction across the customer journey

Over Over Over

81% 74% 75%

message businesses to message businesses message businesses
ask about products to make a purchase to get support for a
or services product or service

Facebook IQ source: “Motivations, Mindsets and Emotional Experiences in Messaging (vs. Feed)” by Sentient Decision Science (Facebook commissioned survey of 8,156 people in BR, GB, IN, and the US), Jun 2018. Research
refers to people surveyed who use a messaging app daily and have messaged a business in the past three months using one of their most commonly used apps.



Messaging is growing;
the modern way to
communicate

>11In 2

people surveyed across 15 markets
consider business messaging the
“modern way to communicate”

Source: “Motivations, Mindsets and Emotional Experiences in Messaging (vs. Feed)” by Sentient Decision
Science (Facebook-commissioned survey of 8,156 people in BR, GB, IN and the US), Jun 2018. Research
refers to people surveyed who use a messaging app daily and have messaged a business in the past three
months using one of their most commonly used apps.



Messenger for business




Why Messenger?

&

Global reach

1.3B users

Cross-platform,
cross device

Real identity

©

Seamless
conversations

Easy to start and
re-engage
Persistent thread
Synchronous or
asynchronous

N

The modern way
to communicate

Optimized for mobile

Rich media

et

Easy
integration

Facebook Pages and Ads

3rd party integrations via API

Best-in-class developer
platform



Messenger is where businesses are already seeing success

Raise awareness Drive sales Provide support

< T Air France

it RIFT Tax Refunds Typically replies instantly

Sponsored - €
ponsoced: @ Internet Company
Attention! Armed Forces:

Chat with us today & see if you're due £2.5K! AIRFRANCE #
Join the 26,000 B AF we've already helped.
: 7 Hey Bogdan, Air France %
PR 7.3M people like this, including
Get 50% off your favorite bites friends
Travel Agent

Reveal The Offer

Data Usage

Welcome to the official Air France
account!

I'm Louis, your virtual assistant,
and I'm here to guide you. &

What can | help you with today?

MESSENGER . .
RIFT Forces Tax Relur\d? | @ send Message | Get 50% off your first ord
ing home the funatine! using promo FBEATSUAE
@ % 0 John Evans and 23 others 2 Comments
Take Me There My booking  FlyingBlue My baggage

[ﬁ Like D Comment ﬁ) Share .

A s @ B O = oceE -

[an o)

74 Reservation

42% 4X 15PT

increase in qualified leads more purchases in Messenger increase in Net Promoter Score
compared to other channels



Getting started




Four steps to get started

5

Plan Create Connect Optimize




Plan to close the gap
between interest and
action with Messenger
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> Start with a clear business objective and audience
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Identify where conversation can solve friction in
your existing customer journey
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y  Explore case studies and example experiences
for inspiration

> Get started using native Facebook tools by
integrating your live chat vendor, or by building rich
experiences using Messenger’s platform




'+ Plan

> Start with a clear business objective and audience

> Identify points in your customer journey where
conversation can help remove friction or enrich
the customer experience




Choose your business objective

9:41
— ANGING nuang

You all look so happy!

Write a comment

Original Coast Clothing
Sponsored - @

Put a little spring in your step with pieces
personalized to your style, size & budget. Tell us what
you need.

OPENS IN MESSENGER

2 Send M
Chat with stylists © Send Message

O 0 John Evans and 23 others 2 Comments
db Like C) Comment p Share
%= Riza Selguk Saydam with Xingling Huang
and 2 ot

Good friends, good food and a lot of laughs.

B @8 & ©&6

Generate leads

Ask Happy, the Gift Bot. In just 3 steps, you'll find
the perfect gift for that special someone. @

Increase transactions

Plan A&

9:41

{ s# WestJet

WestJet

n minutes

Airline Company

Get Started

Answer questions
and offer support

n

Ly



Create

>

>

Build your Messenger experience

Facebook’s first-party tools are ideal for small
businesses and simple use cases, while Messenger’s
platform APIs helps enterprise businesses connect
with their customers at scale using 3" party
integrations and enhanced automation.



Facebook’s first-party messaging tools

Messages

James Nuemann
o You: Its of ure thanks f.

Steve Williams

o You

“.‘ Hongyuan Jian

o "

Selguk Saydam
e i

~'. Jordan Dunn
e

Pages Manager App

Page  NewsFeed Imbox  COVID-19

& M o =Q

g =

Osuuw-m
o You e otre

& Benjamin Zwoly

B

Hi, | wanted 10 thank you for helping me
focate my order info 50 | know when it wil
arrive. it was easy and simple!

It's our pleasure thanks for the
We always appreciate hearing pot

Unified inbox

Labeis Manage Labels
© Acd Lawl
Sugaeited Lasels

@ Yew Customer

® important

@ Toduy's Date (6/27)

(=] € create 22 [

Select an Account
v

San Francisco Pet Grooming )

Page

Embarkadero Social Club
p

Pithawat Vachiramon
Profile

Add Account

Business inbox
in Messenger



First-party messaging features

9: 41 ol T -

4 8 Jamie Sharpsteen

‘b Hi, what's your return policy?

o« b OB

Hi! Thanks for getting in touch. I'm not available to
chat right now but I'll get back to you as soon as |
can!

We accept returns for unused items within 14
days of delivery.

©

Saved Replies

9:41

> ¢ 0 Jasper's Market °

1 Hacker Way Menlo Park,
CA 94022

Can | help you with
0 anything else?

No, thank you!

Order Confirmation

18 items $88.16 other
Ship to MENLO PARK...

Order details
Track Shipment

Jasper's Services

Thanks for your message.
We're away and can't
respond right now. We
appreciate you reaching
out.

CL Q¢

Automated Responses
and Away Messages

(=] € create 22

Messages

James Nuemann
You: Its our pleasure thanks f... -
(® o important

Steve Williams
You: We really appreciate the fe 37m
e VvIPp

P Hongyuan Jiang

You: Sounds great! Glad we
o ® New Customer

. Selguk Saydam
p O You: Please let us know if yo... - Tue

Benjamin Zweig
0 You: We appreciate the kind w.., - Wed

Amy Weibel

K sounds good - Sat

=

Labels




Advanced features available on the
Messenger Platform API

9:41 Wil T -

{ @@= Original Coast Clothing °

G

Original Coast Clothing
Typically replies instantly
Retail C any

Hi Steve! I'm the Original
Coast Clothing assistant for
Messenger. How can | help

9:41 ol T -

&= Original Coast Clothing

@

Telco Wireless
Typically replies instantly

Please Login to your Original
Coast Clothing Account

Login

you today?

i

Thanks for logging in Steve!
Your last bill in the amount of
$145.16 and was paid in full
on 1/15/2020.

What else can we help
you with today?

Change Password Chat with agent
Find Order

Find nearest store

Enhanced Account linking and Integrations
automation authentication

(=] € create 22

Original Coast Clothing
ALE YOU IQOKINY 101 dil QULHiL ot
yourself or someone else?

For me!

Great! Let's get started. First,
is there an occasion in mind?

Dinner

How much are you looking
to spend?

Summer collection 2019

Shop this look

Another look

Webview



d Create

Get more from Messenger
developer partners

@ Benefit from messaging expertise in
s business-to-customer communication
@ Increase speed to market of your

Messenger solution

Gain early access to platform
products and features




Messenger developer
partners include:

Q @ N\ . sprinklr

CLARABRIDGE :
Alcmeon

#% SET SAIL
Q| software

G Conversocial

Amplify.ai

() Kustomer

snaps Khoros <

A FALCON.IO

For a comprehensive view of Messenger developer partners, browse our directory here.

All trademarks are the property of their respective owners. No affiliation or endorsement is implied or should be inferred.


https://www.facebook.com/business/partner-directory/search?serviceModels=managed&platforms=messenger&solution_type=messaging&sort_by=alpha

Connect

> Make it easy for people to reach out to your
business using a mix of organic entry points
and paid advertising solutions




Organic ways to start a
conversation with your business

&WGP’S

MARKET

On Facebook

|

Hi!  Welcome to Jasper's Market!
What can | help you with?

Fine Purveyors of Fresh P

You can get your order status, chat

with one of o
For 75 years, Jasper's has been proud to be your neigh
for fresh fruits and vegetables. It's quality you can tas!

B Type a message...

On your website

our product specialists,

and even order tonight's dinner made

Q from the freshest ingredients!

Sounds great!
What's in season this week?

6]

=} |
@ |

Q& Connect

9:41
< All inboxes

Jasper S Market
To: <

Jasper's Market:
Email Subscription Confirmation

Hey Steve,

Thanks for subscribing! You can now get dai
top stories delivered directly to Messenger t
clicking the link below.

Enjoy!

Everywhere else



Start conversations at scale with
paid advertising solutions

9:41
P—

B vou all look so happy!

Write a comment

Jasper's Market
Sponsored - @

Start your New Years resolution early with our best
quality, locally sourced products delivered straight to
your doorstep.

MESSENGER
Introducing Jasper's Fresh @ send Message
Fresh, easy, delivered

Q% O John Evans and 23 others 2 Comments

o Like (J comment 4 Share

¥ Riza Selguk Saydam with Xingling Huang
and 2 others.
Yesterday at 11:14 PM - @

Good friends, good food and a lot of laughs.

ft & &8 38 &

Ads that click to
Messenger

“

O®ed

Jeremy Hailey Loredana Gord

Jasper's Market
Hi Amy! Check out best qu... now

James Nuemann

James: Let's ¢

Hongy:

ou: K s¢

uan Jiang
C ood

unds

Surf Crew

Loredan:

‘v Karan, Brian

6 Karan: Nice - Mon
e Jamie Sharpsteen

y Jamie sent a photc )

(ﬂ. Alex Ristevski
| J

Sponsored
messages



- Optimize

> By evaluating the performance of your business
metrics, you can learn what works and improve
service over time

> To get the most from Messenger, you should:
1. Test
2. Learn

3. Expand and iterate




Use Facebook’s
measurement tools to
take a close look at the
customer journey

> Where are you seeing dropoff?

Where can you reduce friction
or increase delight?




Hello! I'm interested in finding
WA, out more about your services.

Messenger for
lead generation

Start conversations with
potential customers




A mobile-optimized experience helps businesses
generate, qualify and nurture leads at scale

9:41
Lo Amngung nuang
You all look so happy!

Write a comment..

... Original Coast Clothing
g :d - @

Put a little spring in your step with pieces
personalized to your style, size & budget. Tell us what
you need.

OPENS IN MESSENGER s sy R e
a %% Send Message

Chat with stylists e v
©7% 0O John Evans and 23 others 2 Comments

o Like () comment £ Share

_ Riza Selguk Saydam with Xingling Huang
and 2 others b
Yesterday a M- @

Good friends, good food and a lot of laughs.

B ®@ ® ©&

9:41

14 # Original Coast °
I
Original Coast Clothing

Typically replies instantly
Retail C o}

Hi Mohit! Tell us more about
you to help our stylists send
you personalized looks.

What kind of outfits are
you looking for?

How would you describe
&= your style?

Casual Fashion Forward Formal

Pause Questions

o
Q:47

Tuesday, September 12

© MESSENGER

Original Coast Clothing
You only have a few questions left to answer.
Finish now.

9:41

@ Original Coast

How would you describe

your style?
Fashion Forward

When do you need your
first shipment?

This week

What zip code will this
order ship to?

94025

Thank you for your response.
Let me transfer you to a
stylist who can get this
started for you.

Hi Mohit. I'm Pam and | will be
helping you with your order.
Do you have any questions
before we get started?

0oQ ¢




9:41 all T -m
Auiging iy

=Y You all look so happy!

Write a comment... ©

Jasper's Market i
Sponsored * @

Start your New Years resolution early with our best
quality, locally sourced products delivered straight to
your doorstep.

MESSENGER N ‘
Introducing Jasper's Fresh @ send Message |
Fresh, easy, delivered

@7 © John Evans and 23 others 2 Comments

[ﬂ) Like (:_) Comment A) Share

“ . Riza Selguk Saydam with Xingling Huang
and 2 others.
Yesterday at 11:14 PM - @

Good friends, good food and a lot of laughs.

A s ® 5 0 =

Reach the right
prospects with
Facebook

ads targeting



10:30

Jasper's Market
Typically replies instantly

Groceries

9:

41 AM

all T =.

You opened this conversation through an ad. When you

reply, Jasper's Market wi
info and which ad you clicked.

Welcome to Jaspers Market!

Il be able to see your public

Please let us know how we can

0 help you.

Where are you located?

What are your hours?

What are my delivery options?

CLQ ¢

Aa

® b

9:41 il T .

4 “ Lucky Shrubs
N s »>

Small Cactus Small
'our One small Cactus sent right to your One sr
home or office. you ev
Cost: $6.00 Cost: §
Order Now

Order Confirmation
One small cactus
Mastercard « 4095
Cost: $6.00

Status: Paid
Delivery: Shipping

‘ Manage Order

Get Updates

QL@ ¢ e =

Help people
establish a
connection with
your business
with icebreakers
and quick replies



Q:47

Tuesday, September 12

EEEEEEEEE

Original Coast Clothing
You only have a few questions left to answer.
Finish now.

Use Reminders
to easily follow
up with prospects




Leads collected in
Messenger can be
easily exported to
your CRM




CARDINAL

DEDICATED | DELIVERY | LOGISTICS

Cardinal Logistics

The US-based transportation solutions provider works
directly with clients to optimize their supply chains by
developing and implementing customized
transportation solutions. Cardinal Trucking relies on
lead generation to recruit qualified drivers.

1.8X 55%

increase in qualified leads lower cost per qualified
with Messenger lead with Messenger

Source: Facebook Case Study, Jan 2020

9:41 all T -
Anigung ¢ sy

(o You all look so happy!

Write a comment... ©

Cardinal Logistics Management
Corporation
Sponsored * @

Cardinal's 100% dedicated routes make the driving

easy and the living enjoyable. Join the fleet that is
redefining top pay and home time.

1007 DEDICATED - DAILY HOME Ti

MESSENGER :
Redefining Home Time @ Send Message |
75% of our routes return home d...

@7 © John Evans and 23 others 2 Comments

[C) Like D Comment d) Share

. Riza Selguk Saydam with Xingling Huang
and 2 others. S
Yesterday at 1114 PM - @

A s @ 8 O =

9:41 il T -

4 . Cardinal Logistics Ma... Q

Hi Julia! Thanks for your
interest in Cardinal Logistics!
Please answer a few questions
so we can get to know you
better.

Do you have a CDL-A,B

. license?

How much verifiable T/T

‘ experience?

1year

Where do you live? You can
share your zip code below.

94025

What is the best email to

reach out to you?
(<) Y °

Q@@ e =



https://www.facebook.com/business/success/cardinal-logistics

> Test your greeting

&' > Start with qualifying questions

Lead > Use Answer validation for phone, email
® and custom questions
generation

> Integrate with your CRM
> Keep conversation light
> End with clear next steps

> Continue the conversation in Messenger



. your next purchase!

Advertising on A = w e
Messenger

Be where your
customers are




Ad Placement

Ads in
Messenger Inbox

Extend the reach of your
Facebook campaigns to the
1.3B people who use
Messenger each month

Note: Ads in Messenger Inbox are not currently available in the following countries:
United States, Canada, France and Australia

9:41 all T ==
& Chats “
Jeremy Hailey Loredana Gord

Roommates &
Kelly sent a sticker - 91
James Nuemann
Hongyuan Jiang
You: K sounds good - 8:24
i AP »

Jamie Sharpsteen

Alex Ristevski

-

Jasper's Market g@
Check out our best quality p... ™ .

Chats

e e



Ad Placement

Ads in
Messenger Stories

Use the Messenger Stories
placement to increase the reach
of your Instagram Stories and
Facebook Stories campaigns

ﬂ Hongyuan Jiang

Send Message




Messages Objective

Ads that click
to Messenger

Ads that click to Messenger send
people from ads in Messenger,
Facebook and Instagram into
Messenger conversations with
your business

9:41 all T ==

o LAY N 8 STy
=" You all look so happy!

Write a comment... @

Jasper's Market
Sponsored + @

Start your New Years resolution early with our best
quality, locally sourced preducts delivered straight to
your doorstep.

MESSENGER
Introducing Jasper's Fresh @ send Message
Fresh, easy, delivered

@7 © John Evans and 23 others 2 Comments

(f) Like C_] Comment d) Share

% . Riza Selguk Saydam with Xingling Huang

' and 2 others.

Yesterday at 11:14 PM - @

Good friends, good food and a lot of laughs.

B ® @ & & =




Messages Objective

Sponsored messages

Sponsored messages let you
send offers, promotions and
updates directly to the people
you have an open conversation
with in Messenger

9:41 all ¥ =m

& Chats “

+ DO &

Jeremy Hailey Loredana Gordi
Roommates &
Kelly sent a sticker - 9
James Nuemann
James: Let's get boba tonight? - 37m
Hongyuan Jiang
You: K sounds good - 8:24am
Surf Crew v

redar Sec¢ there! }»

Jamie Sharpsteen
J Nt a photo - Mor

Alex Ristevski

Jasper's Market g\@
Check out our best quality p \"\ i

Chats

sedee



JAK

BURGE

|_
L/\

5 Napkin Burger

The New York City burger restaurant ran ads that clicked to
Messenger and sponsored messages, which brought in
nearly 500 new customers to its stores for meals. They also
increased the average sale value by 20%.

477 20% 10X 2.5K

in-store offer increase in return on new Messenger

redemptions average sale ad spend and emalil
amount subscribers

“We are constantly searching for ways to introduce new customers to our restaurants. | have
been amazed with the effectiveness of using Messenger to achieve this goal. We have been able
to attract first-time guests and make many of them regulars through thoughtful, ongoing
communication on their preferred platform.”

- Robert Guarino, Chief Executive Officer, 5 Napkin Burger

Source: Facebook Case Study, September 2019

Cpdiro fanlts - SLIEA LS Ll - ¢

ﬁ' You all look so happy!

Write a comment... @

5 Napkin Burger coe

APKIN
S Sponsored - @

Treat yourself and a friend to a Burger Night! Because
for a limited time, were selling TWO burgers for the
price of one! @

Click "Send Message" below and... Continue Reading

MESSENGER
Introducing Jasper's Fresh
2,323 out of 2,508 recommend...

[ @ send Message}

@’¢ © John Evans and 23 others 2 Comments

[]b Like C) Comment A} Share

and 2 others.

o

3 Riza Selguk Saydam with Xingling Huang

- L AAAA PR

ﬁ&%@%@g


https://www.facebook.com/business/success/5-napkin-burger?ref=search_new_0

&» > Leverage Facebook ads targeting
e ®
Adve I't ] SI ng > Opt-in to all available ad placements

> Leverage icebreakers or Quick Replies to make it
easy for people to start a conversation

> Test, learn and iterate



Thank you

&) Messenger

from FACEBOOK



