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INTRODUCTION

Talking to customers should feel like
talking to friends

Traditional direct marketing tactics
are inherently one-way, without an
easy way for customers to reply or

ask questions. But with Al-powered TODAY ONLY - Get 50% off any
natural language understanding, this two clothing items when you
can change.

shop online!

s

Technology has transformed the way we talk to each
other. The internet and mobile messaging are two-way
channels by nature - this simple fact opens a new
world of possibilities for marketers.

Today, companies use digital channels to send Does that include Shoes?

well-crafted marketing messages, but most brands

treat messaging as a one-way channel. They aren’t
prepared to field replies, which results in a poor

customer experience.

M Sorry, we did not understand your
message. Please try again.

sinch.com
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Conversations .
that lead to conversions

Your customers have questions! Brands can
improve conversion rates by answering their
customers’ questions in real time, when

interest is at its highest.

A global study by Meta showed that almost
two-thirds of consumers tried to respond to
direct messages sent by brands during the
holiday season. Consumers wanted to ask
questions but were met with frustrating
error messages or no reply. In other words,
brands missed the opportunity to guide

interested consumers on a path to

purchase by answering pre-sales questions.

2In3

Customers globally responded to messages
sent by brands during the holiday season.’

'Meta Global Study

sinch.com

Why are shoppers
messaging brands?”’

45%
35%
33%
31%

30%

Product or pricing
information

Instant responses
at any time

Easy way to shop

Personalized
advice

Ability to negotiate
prices or offers

Imagine the impact instant,
scalable two-way marketing
messaging could have on your
conversion rates. For large
enterprises, a one percent
increase could mean millions
more in revenue. What would it
mean for your bottom line if
conversational marketing could
turn a 3% conversion rate into 4%,
5%, or 10%?

Conversational marketing allows
communication between brands
and consumers to happen in real-
time. By allowing consumers to
respond to marketing messages
and talk with brands like friends,
marketers can increase KPls,
improve acquisition, boost
conversion, deepen loyalty, and
ramp up engagement across the
entire customer lifecyclel!

c% sinch


https://www.facebook.com/business/news/insights/conversational-commerce

FOUNDATIONS

The four pillars of A
successful conversational

marketing

In today's digital world, customer experience
is a priority for both brands and consumers.
Creating a stellar mobile experience with
conversational marketing helps brands stand
out from the competition and win more fans.

Instead of customers feeling like they're just a face in the crowd,
conversational marketing campaigns can deliver personalized
messages and offer real-time responses to inquiries that make
them feel valued.

c% sinch

sinch.com



CAMPAIGNS ACROSS THE CUSTOMER JOURNEY

Al-powered
two-way chat

The way people prefer to
communicate with brands is evolving.
71% of customers expect real-time
communication'. 75% of adults
globally say they want to speak with
businesses via messaging like they do
with friends and family2. It's easy to
understand why consumers lose the
motivation to buy when the support
they need isn't readily available.

Al-powered chat solves this problem. Artificial
Intelligence (Al) and Natural Language Understanding
(NLU) technology can understand the intent behind a
customer's message and respond instantly using
everyday language, making intelligent 2-way
conversations between businesses and customers
possible 24/7 — even when human agents are not
online to help.

'Salesforce Research

2Facebook

sinch.com

-
‘-

of customers expect real-time
communication’

of adults globally say they want to speak
with businesses via messaging like they
do with friends and family?

TODAY ONLY - Get 50% off any two
clothing items when you shop online!

Does that include shoes?

Shoes are included in our flash sale!
Would you like to see some of our

bestsellers?

Rocket Running Shoes
50% off $90 - Only $45!

Surel!

c sinch


https://www.salesforce.com/form/conf/state-of-the-connected-customer-3rd-edition/
https://www.facebook.com/business/news/insights/conversational-commerce
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Personalization

e Olympic Sports

Hi Jason!

Mobile messaging is intimate by
nature: it's where friends and family
talk daily. When brands access this
privileged space, they should respect
o it and make messages relevant and
20% off personalized. In other words, they

, Name Jason . )
Men's should act like a friend.

Basketball gear

Save on new
summer styles with

SeaSOn Summer By personalizing messages with known data, brands
can treat customers like individuals. Research shows
that most consumers not only expect personalized

Depa rtment Men'S interactions with brands but become frustrated when

they don't get them. In fact, they choose to reward
brands who personalize their experience with repeat

' ‘ Shop online or Favorite sport Basketball BUTETEEES
in-store!
///

Your closest store: With conversational marketing, brands can collect

123 Main Street FaVO rite store 123 Maiﬂ St valuable data via two-way chat by asking customers

about budget, preferences, nearest store, etc. This
information can then be used to make hyper-
personalized recommendations in real-time to build an

Jason - Your favs are on sale for the start even more relevant campaign and offers next time.

of summer! Shop 20% off Men'’s basketball
gear in-store or online. Check your local
123 Main St location'’s stock at
olympicsports.com/store/123main

c% sinch
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Rich Media

People prefer watching over reading,
and marketers are now adapting to
modern-day preferences by showing
instead of telling. In any direct
marketing campaign, video and rich
media are more engaging than text
alone. It really is that simple.

The same is true for messaging. Images and video create
a more compelling, app-like experience inside the
messaging channel.

Case Study

One Sinch for Marketing client ran a
test from August 2021 - February 2022
to discover if MMS (rich media) or SMS
(plain text) improved customer
perception more. The rich media
campaign saw 73% more engagement,
12% lower opt-out, and a 114% increase
in NPS.

When compared to a plain-text
SMS campaign, Rich Media saw...

increase in engagement

lower opt-out

increase in NPS

c0 sinch
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can you help?

Olympic Sports
123 Main St
Burbank, CA 91501
View Online

Your order #NZ74393 has shipped!
Estimated arrival date: August 16th.
You can view your order status here

I'll be out of town! Can | edit my

delivery?

No worries! We can change the delivery
location to a secure package locker. Call
1-800-555-7689 to proceed.

sinch.com

Hi, I'm looking for my nearest store,

Do you have swimwear in stock yet?

Our swimwear line is restocked and
ready for summer! Which department

were you interested in?

Men's Women's Kids’

Can | see what running shoes you have?

Absolutely! Here are our current bestsellers
in athletic shoes:

View more

Omnichannel

Meeting customers where they are
is crucial to customer experience.
To reach the biggest audience,
brands should create experiences
that work across multiple channels.

There are more than five billion monthly active
mobile users worldwide. SMS and MMS dominate
messaging in the US, RCS is favored in Europe, and
messaging apps like Facebook Messenger,
WhatsApp, and Viber are growing in use worldwide
daily. Successful conversational marketing programs
need to work across all messaging channels.

Conversational marketing can
strengthen customer relationships
by creating personal, one-to-one,
real-time experiences in their
channel of choice while building a
better brand experience, increasing
ROI, and boosting customer loyalty.

c sinch



IN PRACTICE

Successful conversational

marketing campaigns at Loty
each stage of the customer

journey

Building a conversational marketing ) Conversion
: Onboarding

program may seem scary, but it

doesn’t have to be. We've collected

some of our best examples to show

& Upsell
how two-way messaging can delight q i ’

customers and drive engagement
across the customer journey.

Engagement
Acquisition

sinch.com c sinch
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10:12 all T =
iMac 24-inch MacBook Pro
All new colorful desi... | Shop Now Our most pow
$1,299.00 $2,499.00

ll/ Like () Comment £> Share

@ Falcor Motors @ por

It's time to make your mark in a Falcor. Take a
deeper look at the latest Falcor Motors models
and learn about available offers.

FALCORMOTORS.COM
2022 Falcor RX

Made for Perfection

CHAT NOW

Q0O 1 Comment 3 Shares

N

09 Like () Comment /> Share

&2 3 ® O =

In this example, the buyer clicks on a Facebook ad,
which opens Facebook Messenger and prompts a
message from a digital assistant.

sinch.com

10:12 il T -

< ralcor Motors o

Messenger

Falcor Motors @

100K people like this
Automotive Dealership

VIEW PROFILE

10112 AM

Get started

Welcome to Falcor Motors! I'm
here to help you find your dream
@ car! How can | help you?

Hi, | want to know more about
the Falcor RC

Oh! You're looking for thrilling
performance! | can help with
that. Is there a specific model

@ you had in mind?
LOL No, not real
s

@Y O b

The virtual assistant responds to the buyer using
colloquial language.

10:12 all T =

< Falcor Motors

Messenger

No problem. There are two Falcor
RC models, the RC 300 AWD from
$49,650 and the RC 350 AWD from

@ $62,800.

I'm lookign for something that will
major HP

Great! The RC 350 AWD is a 6-speed
Automatic, Direct Injection 3.5 Litre V6

@ WVVT-l with 311 HP

YES! Show me that car! Do you
have it in blue?

Good choice! The RC 350 AWD comes
@ in HYPERSONIC AZURE MICA 3.0.

H o I IRUBIS O

The Al is smart enough to decipher spelling and
grammatical errors, answer pre-sales questions,
and make recommendations.

Rich media is deployed for an even more
engaging experience.

2:32 all T @=

< @t i/

Good choice! The RC 350 AWD comes
@ in HYPERSONIC AZURE MICA 3.0.

Excellent!

If you can share some information,
| can check if your local dealer has this
@ model for a test drive.

2:32PM

WAITING FOR YOU

TEST-DRIVE TODAY AT
FALCOR MOTORS

Your blue RC350 is waiting for you!
Schedule your personal test drive
@ today at falcormotors.com/drive

HN o I IRUBIE O b

The next day, the Al retargets the interested buyer
with an offer, using rich media personalized to the
buyer's known data, like location.

Ol
Acquisition

Customer experience is king, and it all begins during
acquisition. At this stage, consumers are shopping
around and looking for answers. They need to feel
confident spending their money, and unanswered
questions can make them hit pause on a purchase.

Digital ads are often used by marketers to pick new
customers up. Adding Al-powered chat to these ads
invites customers to ask questions and helps them
explore what's on offer.

Take a look at this Facebook campaign for an
automotive brand. When someone clicks on the ad,
they're taken to Facebook Messenger, where they can
interact with a digital assistant. Once pre-sales
questions are answered, the assistant can retarget the

lead with a CTA to schedule a test drive.

Click to watch the video!
Password: Sinch

0 sinch


https://vimeo.com/user14816025/review/691862255/b7fc231006
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02
Onboarding

When a customer signs up for a membership,
subscription, or service, they probably still have questions
about what to expect. Friction-free onboarding can
reassure customers and guide them through the process
and pain points they might bump into.

An effective onboarding process has two main benefits.
First, if customers feel comfortable, they're more likely to
take the next step. This could be anything from buying
more to switching subscriptions. Second, it allows
companies to discover what's stopping customers from
buying more or upgrading.

Let's look at how conversational marketing can improve
the onboarding process for a telco company. The
welcome message includes a personalized video showing
the new customer exactly what is included in their new
service, how their bill is calculated, and what day
payments are due. The messages also invite customers to
ask questions, opening a sales conversation that leads to
greater customer lifetime value.

Click to watch the video!
Password: Sinch

10012 ol T -

+1(00) 555 0085

Mobilitia Free Msg: Welcome to
Mobilitia! We're happy you're here!

Hi p in!

We're working hard to give you something
to smile about! Tap.

tolearn more or ask us anything! How can
we help you?

The telco brand sends a personalized
welcome video to a new customer.

10:12 il T -

¢ 46 P W v 2

(O]

First Bill Total $118

c

Reply

Copy

D @ 9

..and the total the customer can expect to
see on their first statement.

10112 ol T -

¢ & 7 W v 2

MAY

123 4
5 6 7 8@ n
12 113 14 15 16 17 18
19 20 21 22 23 24 25
26 27 28 29 30 31

save

&

Reply

Copy

> @ P

The video explains the customer's bil, using
data such as payment due date...

1012 il T -

+1(600) 555 0085

Hi ) in!

Wefre working hard to give you something
to smile about! Tap mobiltia com/welcome
tolearn more o ask us anything! How can

‘we help you?
1f 1 add my wife's phone to my
account do| get a discount?

Yes! Adding a line to your account will
give youa $10 discount each month.

How do | add a line to my account?

We would love to help you! Call

800-Mobiltia and speak with one of
our friendly team members. They can
assist you.

Is there anything else | can help you with?

Yes, how about telling me more
about mobile insurance.

(o WA ()

Once the customer watches the video, they
are invited to ask questions.

10112 il T -

save

]

Reply

Copy

> B P

..the amount for each elected service...

10412 il T -

+1(800) 555 0955

Yes, how about telling me more:
about mobile insurance.

are lost, stolen or
damaged each year.

Sure! This flyer will tell you everything
youneed to know.

I'd like to add this to my account.

Click the following link and add mobile
insurance today!

MOBILITIA

Mobilitia Mobile Insurance
nobilitia.com/mobileinsurance

(0o WA ()

Al-powered chat allows the customer to
learn more and upgrade their account with
an additional service.

A conversational marketing campaign during
onboarding can directly impact many
marketing KPls. Insights into your business
can help customers make informed decisions
on what to buy.

Case Study

One Sinch for Marketing customer
launched a conversational
messaging welcome program for
new customers to help improve
customer experience and divert
calls to their customer care center,
resulting in...

conversion rate to an
additional service

reduction in opt-out

0 sinch
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The retailer sends a marketing message with a video

10:12 P479%8

<« 73303 L QA

Monday *10:12 AM

Texting with 73303 (SMS/MMS)

Y/

a2 /
ﬁ‘@
BRICK HARDWARE: We've got the tools
you need to get the job done. Featuring

electric drivers to make your life easier.
How can we best help you?

@ F@‘ Text message 9

to showcase their featured products.

sinch.com

10:12 P479%8
&« 73303 R Q

EE

BRICK HARDWARE: We've got the tools
you need to get the job done. Featuring
electric drivers to make your life easier.
How can we best help you?

Do you have compact drivers?

Yes! Before we begin, can you please

tell me your location?
Snohomish WA

Great news, we have a store in your
community! Brick Hardware has the
widest range of compact drivers in your
area. Do you have a budget in mind?

Got anything under $200?

@ '-F'G Text message )

The conversation that follows allows the retailer to
collect valuable data, such as the type of product the
customer is shopping for, their location and budget.

10:12 ®479%8

coe

& 73303 LW Q

Got anything under $200?

(T

Yes! We have the Milwaukee Electric Tool
2401-22 for $189 and they are in-stock at
your local Snohomish store. Would you

like directions and a special offer?

Your closest location and special

offer: https://vhcl.hd.Ax32

20% OFF

One Holiday Decor
Item with Code:

7AD345BD

Brick Hardware - Snohomish

www.brickhardware.com/s0/ax32

@ F@‘ Text message

©

The retailer then recommends a product using
this data and presents a special offer.

O3
Engagement

One of the biggest benefits of conversational marketing is
higher customer engagement. One-way direct marketing
talks at customers, but two-way messaging invites a
response. Using rich media via messaging also builds an
opportunity to start and close the sales cycle in messaging.

Check out this campaign for a hardware retailer. The series
begins with a video to instantly grab attention. It follows with
a question inviting engagement. Throughout the
conversation, the Al builds a picture of the type of product
the customer is interested in, their location, and budget.
Using that data, the retailer makes a personalized
recommendation and sends a link to purchase with a special
discount.

The whole conversation maximizes impact by grabbing
attention and responding to questions in real-time. Engaging
existing customers with two-way chat and rich media is a
powerful strategy for boosting engagement and conversions.

Click to watch the video!
Password: Sinch

co

¢

sinch
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04
Conversion
& Upsell

Brands are increasingly using messaging to interact with
customers in all kinds of ways, whether it's support,
marketing, or even commerce. We call this last one
“conversational commerce” because it's where messaging
apps meet shopping.

This means consumers can use chat to browse and select a
product or service, learn about it, and complete payment
inside the messaging app. The opportunity to complete
transactions in the messaging channel means brands can
remove barriers to purchase and create a more frictionless
shopping experience.

Check out this restaurant campaign example. Here, the
customer clicks on a Facebook ad, which opens Facebook
messenger. The virtual assistant finds the nearest store and
confirms pick-up options. The customer then browses the
menu, places their order, and makes payment in the
messaging app.

Click to watch the video!
Password: Sinch

10:12 il T -
iMac 24-inch MacBook Pro
All new colorful desi... | ‘Shop Now Our most pow
5129900 ) a0

") Like ) Comment Share

Q The Block ®

Have you met the new kid on the Block? &
Spice up your lunch hour with our all new spicy
chicken sandwich SS9

&

»_;‘.

EATBLOCK.COM
THE BLOCK ORDER NOW
Block out your hunger.

Q0 1 Comment 2 Shares

Like Comment £ Share

ft & 8 8 & =

A customer clicks on a social ad for
the restaurant.

10:12 -l T -

< o The Block [ )

Add to cart

Great Choice!

Please select your side:
CHIPS.

c DRINK

Your cartis updated!

Would you like to order anything else?
YES

O NO
@

You got it! Your order total is $12.06.

Please click on the link below to
confirm and finish payment.

o VIEW CART
te@e ® &

The customer completes their order.

10:12 il T -

< Q@ remese o

The Block #

VIEW PROFILE

1012 AM

Start an order

Hello Susie, ' The Block's Virtual
Assistant here to help you fuel up and
refresh with all your favorites from
our restaurant!

I'd love to get an order started for you
@ Do you have a preferred Block location?

No wories, may | please have your

Q@ noce?
HHN o I~ RIS O &

The customer is redirected to the social

platform's messaging environment.

10112 il T -

IN-STORE PICK-UP - 1 ITEM
ASAP - Fullerton - East Chapman Avenue

Chorizo
Sandwich

‘Sandwich + Apple

aty. @ Remove Whole - $11.19

Include napkins & utensils

Text me when my order is ready

Summary subtotal 119
Taxes $087
Total $12.06
Add promo code

By clicking continue you agree to The Block's
and Privacy Policy and are 13 years
of age or older.

Continue to Payment

The customer views their cart and
submits payment.

10:12 il T -
< ° The Block o

No worries, may | please have your

o zipcode?
92885

Please wait one moment while |
locate your nearest Block.

Itlooks like our nearest restaurant
is located at

2300 E Main Avenue,
Fullerton CA

Does this location work for you?
YES

o NO

Wonderful!

Please confirm your pick-up method.

INCAFEPICKUP
o 'CURBSIDE PICK-UP

Q
H o =R o &

The restaurant verifies the customer's
location and fulfillment method.

1012 il T -

& eatblock.com/order/confirm &

AIEK

Order confirmed!

IN-STORE PICK-UP
Order #821 Fullerton - East Chapman Ave

1x Chorizo Sandwich + Apple
+Napkins & Utensils
Your payment of $12.06 has been processed.

Your order will be ready for pick-up in 15-20 minutes.
We'll see you soon

Questions? Call customer support at 800-555-8479
o call your store directly at 425-555-8764

Order confirmation.

@ SHOW ME MORE

1012 il T -

< @ The Block i )

Show me more

Please take alook at our seriously
delicious sandwich selections

The customer browses the menu via
rich media carousels.

10112 il T -

< o The Block i )

Please click on the link below to
confirm and finish payment.

VIEW CART

Al set! Your payment has been
processed successfully.

Your order will be ready for pick-up
in 10 minutes.

If there is a problem with your order,

© velletyouknowhere

You're welcome!

Would you like for me to save your

o location preference for next time?

Yourlocation preference is saved!

Thank you again for choosing

o ‘The Block, have a wonderful day!

LN o I~ IUBINE (T ]

The restaurant completes the interaction
and saves kay customer data.

0 sinch
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05
Loyalty
& Service

Relationships between brands and consumers
don't end with a purchase. Loyalty drives real
customer lifetime value, and excellent customer
experiences build loyalty. It should come as no
surprise that 80% of companies that invest in
customer experience outperform those that don't'.

Conversational messaging can help build loyalty.
With Al-driven chat, brands can offer instant
service and support 24/7 in a customer’s favorite
channel. That's a massively better experience than
calling a helpline and waiting on hold for a live
agent!

And that's not the only way brands can use
messaging to offer a top-class service. From order
tracking to personalized offers to time-sensitive
alerts, the opportunities to engage with
conversational messaging are as varied as your
customer base.

Click to watch the video!
Password: Sinch

10112 il T -

2nizs

» FRAUD
8w ALERT

Jim, do you
recognize this purchase?
ACCONT, sz
AMOUNT 552375

BRICKBANK FRAUD ALERT: Did you make
apurchase of $537.83 on card **+++3526
07/15/2022 in Manhattan, NY? I so,
great! No action is needed. If you did not,
reply NO for next steps.

(o A ()

The bank sends a fraud alert message
with a personalized image.

10112 il T -

verification code to the email attached to
your account. Please text us the code to
verify account access. If you have any
issues you can reach a ive representative

at800-555-1212

785581
Verification successfull Please text us the
updated address you would like your
replacement card sent to.

123 Highway 15, Scottsdale AZ, 85331

Replacement
Card Delivery

ACCOUNT.  #++24321
DELIVERY DATE: 51921
DELIVERYTIME: &Y TPMEST
FEDEX TRACKING. 1620457 1265061

Thanks! You will receive your replacement
card via FedEx Express Guaranteed Delivery
by 1pm EST 5/13/21. FedEX tracking
number: 1G2945F1285Q81

(o A (1)

The bank resolves the customer's problem

without having to place a service call.

10012 ol T -

¢ & 7 WM v ?

» FRAUD
gawk ALERT

Jim, do you
recognize this purchase?
ACCOUNT:  **+4321
AMOUNT:  $54376
TIME:  5/12/21 7:30PM EST

VENDOR:  BLOOMINGDALE'S

Let's fix it! Reply “NO"!

save

&

Reply

Copy

> @ P

The customer taps the image to enlarge.

10:12 ol T -

o & P W v ?

% Brick Card

Replacement
Card Delivery

oW
==

ACCOUNT:  *++:4321

DELIVERY DATE:  5/13/21

DELIVERY TIME:  BY 1PMEST

FEDEX TRACKING:  1G2945F1285081

Save [C]
Reply [
Copy ®

== =)

1012 il T -

2zs

s

BRICKBANK FRAUD ALERT: Did you make
apurchase of $537.83 on card #3526
07/15/2022 in Manhattan, NY? If so,
great! No action is needed. If you did not,
reply NO for next steps.

No | did not! What do | do?

Thank you for confirming. We can cancel the
card and send a new one withing 24 hours.
Would you like to do this?

Yes! Please

Done! We have cancelled your card ending in
----- 3526. We will send your new card to 123
Meain Street, Oakland CA. Is this correct?

That's my old address, can you send it
toadifferent one?

No problem Jim! We just sent a 6-digit
verification code to the email attached to
your account. Please text us the code to
verify account access.If you have any
issues you can reach a live representative
at 800-555-1212

(o WA

©

The customer responds, and the bank
guides them through next steps.

12:15 il -

mzs
Replacet e i

Card Delivery

ACCOUNT: #4021
DELVERYDATE: 5719721
DELVERY TWE: Y P EST
FEDEXTRACKING: 1629457128506

Thanks! You will receive your replacement
card via FedEx Express Guaranteed Delivery
by 1pm EST 5/13/21. FedEX tracking
number: 59438759435043

Let's keep your
account secure

Jim, your replacement card has been
delivered! We know credit card fraud is a
hassle. Here are our best tips on how to
keep your account safe and secure.

(o WA ) ()

Finally, the bank sends a video with tips
to prevent the problem in the future.

of companies that

o invest in customer
service experience
O outperform those
that don't".

Let's look at a banking industry use
case. This example uses two-way
chat to verify a fraudulent transaction
and quickly put things right.

The messages use personalized rich
media to clearly communicate
important information. Finally, the
virtual assistant sends a video with
tips to prevent the same issue from
happening again..

Conversational messaging builds
loyalty via excellent experiences:
instant, 1:1 communication, and
support enhanced with
personalization and rich media, all in
the customer’s channel of choice.

0 sinch
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One-way marketing messaging used to be
enough, but customers now demand more.
Brands are built on the experiences they
provide, so personalized, conversational, and
convenient communication is critical to
remain relevant. With innovation at an all-time
high and competition greater than ever,
marketers must stay ahead of industry trends
to beat challenger brands.

Conversational marketing is an untapped opportunity to
differentiate and dramatically improve KPIs across the customer
journey. From acquisition to lifelong loyalty, conversation is a
powerful tool to drive business results at any lifecycle stage.

At Sinch, we believe connecting with customers should feel like
talking to friends. With our advanced conversation AP, you can

engage consumers with 1.1, personal, instant interactions at scale
to inspire action and build lasting relationships.

Get in touch

0 sinch


https://buzz.sinch.com/sinch-for-marketing
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