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Use Facebook
Messenger to grow
your business

Brands across all industries are
now embracing Facebook
Messenger as a vehicle to connect,
engage and excite their customers.
With an estimated two billion
messages sent between people and
businesses every month on
Messenger, brands cannot avoid to
ignore it any longer.
The instant messaging revolution will change the way in
which brands engage with their customers. In 2018,
more brands will use Messenger to provide their
customers with an unforgettable experience. However,
it will not be a human dictating the conversation; it’ll be
a chatbot, using artificial intelligence, machine learning
and natural language processing to learn more about
the wants, needs and desires of the customer.

2 billion messages are sent between people and businesses
each month.
53% Of people are more likely to shop with a business they
can message directly.
56% Of people would rather message than call customer
service.
(Facebook IQ, 2016)

So you want to start…
If you like the sound of delivering high quality,
personalized content to your customers via Facebook
Messenger then you should set up FB Messenger
Chatbots that will provide automatic, immediate
responses to your followers.

What are Facebook Messenger bots?
A Messenger bot is a piece of software that uses
artificial intelligence to automate tasks and converse
with you. The more you interact with the bot, the more
it will learn about you.
Bots represent the first large-scale incarnation of AI
technology. They allow users to perform tasks within
Messenger that would usually require you to open an
app, go online or make a phone call. In a time where we
are becoming increasingly disconnected to one
another, bots allow brands to deliver automated
customer service in a more personal feeling way.

FB bot hacks

Excellent customer support- Creating a bot allows
you to respond instantly to customers and
consequently build relationships in real time.

Maximising the conversation- Create a decision
tree that guides your customers to the right
answer over a series of common questions.

Scale your conversation- Use artificial intelligence
to identify what people are saying and create
scalable and memorable experiences in an instant.

Why is Messenger the future?
Personalization We exist within a time where customers
crave personalization- Facebook IQ’s (2016) research found
that 61% of people like receiving personalized messages
from businesses- and Chatbots provide brands with a
platform to provide this.
Engagement The open rates for a direct message are over
80% vs. email which is typically around 20%.
Therefore, customers are far more likely to engage with a
brand that uses Facebook Messenger.
Frictionless experience When the user clicks on your ads
inside of Facebook, it redirects them to the native app
Facebook Messenger. This provides a better customer
experience, in comparison to using a mobile app or website.

How you can use Facebook
Messenger to grow your business?
1) DELIVER CONTENT

Brands have typically used email as the vehicle to deliver
content to followers. However, earlier this year HubSpot
ran an experiment to see if Facebook messenger served
as a better alternative to email for delivery of content.
They found that Facebook messenger proved to be a lot
more effective than email- as it had a 242% higher open
rate and 619% higher click rate. As well as pushing
content to your followers- Facebook Messenger can also
be used to help your followers receive personalised
content. Large companies such as TechCrunch have
utilised Messenger Chatbots to help followers find
articles within their areas of interest.

2) DRIVE SALES
The messenger tool represents a great opportunity for
brands to positively engage with their followers and
consequently generate more sales. If used correctly
Messenger will allow brands to drive customer loyalty
and provide an unforgettable experience. As a
consequence of using Facebook Messenger, SnapTravel
have seen $1million in hotel bookings in less than a year.
All you have to do is send the private message with your
basic information, such as your destination, dates and
budget. The bot will then provide you with a number of
travel options.

3) DELIVER EXCELLENT CUSTOMER SERVICE
As more and more people are using messenger to
communicate with their favorite brands, there is a
growing expectation for these businesses to be
instantly available and responsive on messaging
channels.
According to a Facebook Messaging survey conducted
by Nielson, 56% of people would rather message a
business than call customer service. Messenger also
provides brand with the ability to communicate with
their customers in either a one-on-one environment or
at scale- regardless of the size of their budget. Large
businesses with deep pockets should focus on
developing automated bots that provide a personalised
conversational experience to their followers. Small
businesses, on the other hand, with smaller budgets
should utilise basic features such as ‘INSTANT
REPLIES’ to remain responsive to all comments and
messages across Facebook.
Best practices to improve customer service:
➢ Provide actual customer service agent option for further assistance
➢ Transparency of automation with users
➢ Avoid using Facebook to collect user’s personal information

4) ADVERTISING REVENUE
Right now the focus for advertisers is on mobile ad
spend, and instant messaging will take a large
proportion of this in the coming years. The
extraordinary engagement and open rate associated
with Messenger are an advertisers dream. Messenger
will most likely matter for top-of –funnel advertising
because bots, like blogs and social media, have the
potential to be important tools for consumer discovery.
If brands focus on relevance and personalisation they
will achieve success in a promising new channel that will
shape many future consumer decisions and therefore
provide excellent leverage to secure lucrative
advertising deals.

toolkit
Tips for managing Messenger

Just setting up Messenger is not enough to maximise
its potential. It is very important to manage the
platform correctly and have a plan in place for
responding to enquiries from customers.

Here are some tips for helping you stay on top of
your Messenger:
Turn on Messenger Enabling Messenger on your page
allows your followers to send you messages. Make
sure to only turn on messaging once you are ready to
respond to all the queries.
Instant Replies Send an automated reply to anyone
who messages your page. An excellent use of this
feature is to greet customers and thank them for
contacting you before you are able to attend to their
query.
Welcome greeting This feature allows you to set a
customizable greeting to appear when someone
begins a conversation with your page.

Away message Consumers now expect an instant
reply. If you are unable to attend to your followers
then turn on Away Messages to let them know that
you’ll respond soon.
Tailored response Utilise the information cards to
gain an understanding into the demographic of the
customer you’re engaging with. The cards will show
their local time, where they live and their order
history.
Recycle messages Save time by using Saved Replies
to write and re-use messages. This is a particularly
useful feature when answering commonly asked
questions.

Tools for building Facebook Messenger bots
Chatfuel allows brands to build a Facebook bot with any coding
experience. Chatfuel have worked with leading brands such as
Adidas, MTV and BuzzFeed.
Conversable is for brands that are serious about using bots. They
offer analytics, training and conversation flow modelling. Their client
list includes Whole Foods, Pizza Hut and Marvel.
Facebook allows brands to develop their own bot. The advantages of
using Facebook include the wide variety of platforms that can
integrate with the FB bot function. However, it is more complicated
than the above options and would require more technical expertise.

When creating a chatbot to provide customised
content to your audience, keep the following
practices in mind:
Send followers to your website- Use the automated
content to send users to your site where they can
purchase products.
Provide links to contact your team- Provide
customers with customer support contact details if
they require additional help.
Personalised content offerings- Provide your
customers with alternative content that they are
likely to have an interest in due to their personal
interests.

6 STEPS TO USING MESSENGER TO
MAXIMISE EFFECTIVENESS
1) Understanding the customer
The first step to successfully utilising Messenger is to
develop a clear understanding as to who your
customer is. Take the time to analyse existing
conversations you have had with your customers
across other channels. What are the common
conversational topics? What are the interests of the
customer? What conversational tone is commonly
used? This data will allow you to create a
personalised and intimate customer experience with
the bots.

2) Determine the business objective
In order to maximise the effectiveness of Messenger
it is essential that you align the tool with a specific
business objective. There are a wide variety of bots
available for you to build- therefore it is of great
importance that you are clear in what you want the
platform to achieve for your business. The first step
is to ask yourself what business objective you want
to solve and then work backwards to what features
of Messenger are best suited to achieving that goal.

3) Plan a development strategy
It is necessary for high-quality development
resources to be available to build an experience using
an API. Once the strategy has been created then you
need to decide whether to build in-house or outsource
development. When outsourcing the development of a
bot, you should ensure that the developer has the
experience to develop the bot you desire. Bots can be
effectively used by businesses of all sizes. Be creative
with how you integrate them into your
marketing/customer service strategy. If you are a
small business then integrate with third party
applications such as Chatfuel to ensure that you can
manage the platform successfully. Be realistic with
your resources and expectations.

4) Build an experience
Once you have planned your development strategy,
it is important to build the experience associated with
the bot. You want to make the experience as
seamless and easy as possible. We exist in a time
where people have limited time available and lack the
patience to spend a lot of time on a particular task.

Tips to build an unforgettable experience for your
followers:
➢ When designing the experience for your customers
determine which set of features you want to leverage.
➢ Map out the customer journey when interacting with
your Messenger bot
➢ Build a prototype for testing
➢ Consistently analyse the performance of
Messenger

5) Engagement
Once the Messenger experience is produced,
you need to focus on driving awareness and
engagement towards the platform. In order to
attract new clients to talk with your brand on
the messenger platform, you should use
Facebook ads. There are two types of Facebook
messenger ads to use:

There are two types of Facebook messenger ads to use:

Click-to-messenger ads:
Running click to messenger ads allows businesses to
reach people across the following platforms- Facebook,
Messenger and Instagram. These ads provide a business
with a rapid and simple way to promote all products,
acquire new customers and enable transactions. The ad
works similarly to a normal FB advert, however when a
person interacts with your business a conversation
immediately open in the Messenger app.

Sponsored messages:
This is an identical experience to receiving a Facebook
message from a friend. This option can be found when
creating an ad campaign in Ads manager or Power
Editor. When creating the campaign you can add links
and images into the message. You can also create
campaigns with the objectives to increase website
conversions or send people to a new online destination.
It must be noted that you can ONLY target people who
have previously messaged your page in the past. The
novelty of Facebook Messenger means that it is a great
way to capture the attention of your customer and
produce high-quality sales leads.

6) Automation
We exist in a time where customers want to interact
with their brands at all times of the day. Messenger
provides a fantastic opportunity to do this! Features
such as ‘instant replies’ allow your brand to converse
with your followers in real time without any human
interference. This ability to automate a personal
customer experience provides brands a fantastic
opportunity to scale their presence at a rapid rate
without sacrificing a high quality customer experience.

Case studies

FB Messenger
case studies:
PayPal
PayPal recently enabled all their users in U.S to send
and receive person-to-person payments over
Facebook Messenger
This follows on from the initial collaboration, in which
U.S customers were able to shop from online
merchants using Messenger bots. Facebook offers
users the ability to choose PayPal as the funding
source for peer-to-peer payments. It is expected that
the new feature will be used in Facebook’s buy-andsell groups, including the local sales groups, which
are visited by around 450 million people monthly. In
addition to peer-to-peer payments, PayPal’s bot has
been upgraded to provide users with a higher quality
customer experience. The automated system takes
advantage of the natural language processing
capabilities within the Messenger platform to
understand what people are saying. The bot can
respond to questions such as ‘I forgot my password’,
as well as helping to answer questions regarding
your PayPal transactions. However, if the bot cannot
respond to the request it will connect you to a live
rep for help.

FB Messenger
case studies:
Sephora
Sephora successfully utilised Messenger to simplify
their booking process.
Sephora were seeking a tool to offer their
customers a more fun and conversational way to
book makeovers- thus encouraging more clients to
visit their stores. The global beauty powerhouse
boosted their booking rate by 11% when they
launched the Sephora Assistant- a bot for
Messenger that provided an easy and fun way for
customers to book makeovers online. This bot for
Messenger helped their customers book an
appointment in as few as 3 steps.
Sephora steps to success
1) Sephora ran ads in Newsfeed on Facebook that targeted women
18-49 in the US interested in makeovers and makeup lessons.
2) The ads opened a Messenger conversation
3) The interface encouraged customers to initiate a conversation by
simply typing in the city in which they wanted to book a makeover.
4) The bot shares a list of Sephora stores in that city
5) The customer selects store and the bots display available dates
and times.

KEEP YOUR
FINGER ON
THE PULSE

