
Customer success stories

WhatsApp Business



Improving CX with WhatsApp across all industries



Challenge

• High call center 

costs and

slow time to 

resolution

Making customer service more efficient with the WhatsApp 
Business API

CASE STUDY

Raiffeisen Bank Russia 

CONTACT CENTER

2 000 000 active clients

> 500k inbound calls

> 170k outbound calls

> 130k chat contacts

Solution

• WhatsApp added

to the contact center 

for fast and 

convenient 

customer support



10X 4–5X 19%

Ilya Schirov, Senior Vice President, Raiffeisenbank Russia

“Adding WhatsApp as a customer service channel proved 

successful for us, as we have been able to increase customer 

satisfaction while reducing the costs associated with our contact 

center. With Infobip’s help, we transformed our entire customer 

service system to become quicker and more profitable - people 

love using WhatsApp to chat with our customer service agents.”

WhatsApp customer service channel 
reduced cost per contact by 10x

decrease in 

customer service 

costs

increase in 

popularity for 

WhatsApp as a 

communication 

tool

Boost in Net 

Promoter Score



Reducing call center costs and improving agent 
productivity

CASE STUDY

Challenge

• Make the service more 

accessible over the channels 

that customers prefer

• Speed up customer onboarding 

and reduce the strain on the 

customer support team

Solution

• Using the WhatsApp 

Business API from Infobip to 

send alerts and complete 

processes over their 

customers’ favorite chat app

Mukuru is a market-leading

international money transfer 

company focused on assisting

financially underserved migrants in 

Africa to send money to relatives

or friends back home.



22% of users so far have moved to 
WhatsApp, optimizing customer support 
workloads and costs

"Introducing WhatsApp via Infobip has significantly improved our 

customers’ satisfaction. We have noticed 22% of our customers moving 

to WhatsApp up to date. By introducing the self-service chatbot, we have 

also optimized our support capability, leading to increased capacity and 

cost savings."

Oliver O'Brien, Head of Strategy and Business Development, Mukuru

7.5%
increase in customer 

satisfaction score

15%
lower USSD messaging 

costs per month 

(approximately)

15%
increase in customer 

feedback via “rate our 

service” feature after 

offering WhatsApp as 

a service channel 



Improved customer service with WhatsApp Business API

CASE STUDY

Jazz is Pakistan’s largest mobile 

network operator and a part of VEON 

Ltd, a multinational 

telecommunications services serving

over 59 million subscribers nationwide.

Challenge

• Providing a quick self-service 

option for their 59 million 

subscribers by digitalizing 

customer care

• customers had to visit 

service centers or call 

customer support - these

processes often took up 

to 24 hours to complete.

Solution

• Implementing WhatsApp 
Business API to send alerts and 
complete processes

• all Jazz customers can now use 
the self-service chatbot to:

‣ check their balance and 
billing details

‣ check their package details

‣ get their tax certificates

‣ top up their account or pay 
their bills



Faster customer service and 32% lower costs

"Using Infobip as our WhatsApp Business Solution Provider to help us integrate the 

WhatsApp Business API made the process easy. Introducing self-service options over 

the chat app helped us reduce our tax certificate call costs by 32% and gave us a Net 

Promoter Score of 80/100. Our customers are very satisfied with the simplified 

processes."

Saad Iqbal, Head of Automation, Jazz

71K
Saved calls in

three months

250,000 
Customers

used WhatsApp

52K
Duplicate invoices

sent to customers

1000K
Tax cartificates

issued



Challenge

• How to promote 

new products 

inside the 

Comfort line?



SOLUTION

• Promo campaign with posters in Brazil

• Interactive chatbot with useful advice



Results

14x ecommerce sales

increase during

campaign duration

270.000 messages

11.000 active users



Find more use cases 
on our WhatsApp 
DEMO.

type „Hi”



About us



Global messaging

40k
active

accounts

400+
tier 1

connections

7bn
monthly

interactions

4,6%
global A2P 

SMS volume

4,4bn
unique mobile

users



Our presence

60+
offices

worldwide

1800+
great

employees

600+
direct-to-carrier

connections



• EU Market Opened

• Infobip Founded; SMS as 

the First Channel

• SMSC Launch

• First MNO Agreement

• >€10m Revenue

• >1bn SMS Interactions

• mGate Launch

• First Global Data Center

• WA Onboarding

• >100 Employees

• sGate Launch

• >1,000 Customers

• APAC & Americas Markets

Opened

• 100m€ Achieved in Twelve

Rolling Months

• the 1st M&A (Bsmart India)

• >€100m Revenue

• >10bn SMS Interactions

• >500 Employees

• FB Onboarding

• OMNI Launch

• 300+ MNO Agreements

• >5,000 Customers

• More than 50% of Revenue

Coming from Enterprises

• Rocco Award

• WhatsApp for Business 

Launch

• 1,000 Employees

• Campus Pangea Opened

• Rocco Award

• >2,000 Employees

• >100bn SMS Interactions

• Conversation and Moments

Launch

• >10,000 Customers

• >€500m Revenue

2006
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Today



Product
stack



Vision and goal

Our goal is to interact 

with every mobile 

device on Earth






