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WhatsApp Template Message Guideline

Template Message criteria from WhatsApp

e Be specific and clear. Our reviewers may not know a customer’s business and need
more clarity

e Explicit promotional messages will not be approved. Upselling, cold-call messaging,
sending a poll to collect data, and including certain phrases that sound promotional are
all considered promotional

e Be careful with formatting. Check for spelling errors and use appropriate formatting (e.g.,
double curly brackets for parameters)

e Sensitive Content will not be approved. Do not include abusive content or threatening
messages in your HSMs

In addition to the above, please consider the following to accelerate the approval process.

e Make your template name clearer. Instead of using a name like "template_014," use
"bus_ticket_details"

e Remember that someone outside of your business will be reviewing your templates.
Providing more clarity give reviewers more context around how the template will be used

e If you need to write a template to re-open the 24-hour window, we would suggest starting
with some mention of the previous thread. Examples:

o “I'm sorry that | wasn't able to respond to your concerns yesterday but I'm happy to
assist you now. If you’d like to continue this discussion, please reply with ‘yes’™

o “l was able to do some follow-up based on our previous conversation, and I've found

the answer to your question about our refund policy. If you’d like to continue our

conversation, please say ‘yes’

*If you have any questions, please do not hesitate to reach out to your respective partner manager who can escalate the issue.
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WhatsApp Template message sample(Approved)

1. Confirmation
a. Order

English Content
® Approved

Body
Thanks for your ordering. Order ID is {{1}}

b. Membership

English (US) Content
® Approved

Body

Dear {{1}} , thank you for choosing us! It's de
mo. You'll receive a next step info to your nu
mber : {{2}}.
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c. Follow-up message

English Content
® Approved

Body

Thank you for attending {{1}} event. You can
click here for the presentation material durin

g event : {{2}}.

Chinese (HKG) Content

® Approved

Body

HAEBERIE (1)} (B4R (2)RER
TERZHET - ZHER .

Your policy will expire {{date}}. If you would like to renew, please reply Yes.

Thanks {{1}} for buying the policy {{2}}. We would like to confirm that you would like to opt in. Please reply Yes or No to this
message.
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d. Booking Confirmation
Chinese (HKG) Content
® Approved

Body
(% E R iR s RiE AT ]
Dear {{1}} -
ZEITE{2NNXFo T 0 IRERINTRL
{34

RELRFEUT
HEAR AR : {{4)}
Hohk = {{5)

1B EAER > IREEFRBAR -
{{6}} -

L

gk 1 FOEERESEM

e. Customer Support

EninSh (US) Content Chinese (HKG) Content
® Approved ® Approved

Body
BOdy Dear {{1}} »

i 2
hi {1}, how can | help you? WEEEASEN  TRERSRENG  (2)
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WhatsApp Template message sample(Rejected)

1. Formatting is incorrect

a. Templates with spelling mistakes will be rejected.
b. Make sure to use parameters like {{1}}, {{2}}, etc. and include the correct number of

curly brackets: 2 on the left side of the number and 2 on the right side of the number.

Find out more about formatting in the WhatsApp Business API Guidelines

English (US) Content
@ Rejected
Message Content Format Is Incorrect

Body

Hello {{1}} {{LAST\_NAME}}, thank you for ch
oosing us :)

- Spelling mistake
English (US) Content

® Rejected

English (US) Content
® Rejected
Message Content Format Is Incorrect

Body
\_This \_is first *test *{{1}}

Message Content Format Is Incorrect

Body
hellow {{1}}
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2. Template(s) are considered promotional:
A. Survey

English Content
® Rejected
Message Content Not Approved

Body

Thank you for attending {{1}} event. Please fil
| out the event survey at {{2}}. You can click h
ere for the presentation material during event

{3

B. Free Gift
Chinese (HKG) Content
® Rejected
Message Content Not Approved

Body

BER%Name%E HIRK | RIGKEFE

g EmrEE eyt .
A - =

i EXEMSHABMERNEREY - %La

nding% » &&f) : %Phone No.%

hello@wati.io www.wati.io




\\' WATI

C. Prize
Chinese (HKG) Content
® Rejected
Message Content Format Is Incorrect

Body
RE{)) RSB RIS REMRPET

an 1R L SRER{{2}}

3) Templates contain potentially abusive or threatening content:

e Examples
o Templates that threaten customers with a legal course of action will be rejected.
o Templates that threaten to add customers to a WhatsApp group with their friends and
family to shame them if they don't pay back their loans will be rejected.
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WATI Automation
Usage:

WATI Automation is a module which allows Bot to automate customers inquiries by answering
repetitive answer in certain conditions

E.g.

- When customers ask questions matching certain keywords
- When customers ask questions during working hours but not reply after some minutes
- When customers ask questions during out of office hours

In TeamlInbox, it shows Bot would take over for conversations if no agent is assigned to the chat
and certain conditions are matched.

Ken Yeung
\\' WATI BE Dashboard o Broadcast E Contacts E3 Team Inbox 9 Automation = (@) ' ’ ken@clare.ai
Allchats v O o START NEW © | KenYeung
CHAT W¥e (OWhatsapp
% | bt 1/05 1:05 PM ses Basic Information
Ken Yeune: 107 A Phone Number: 85253332683

You are welcome..
T M The ticket has been assigned to Bot by Bot

™ = hi Ken Yeung how ! Contact custom parameters
- Ec[!u' oo might i help you?
Nhi 30/04 7:27 AM L105PM S/ wee
‘ ,¢.,‘

Add Attributes...

OrgChartNameRoleDepartmentP
+

hoto. pdfifbott...

o You are a previewer.
Crystal 29/04 9:18 AM -
ry: ) You should be assigned on this SRR
Hi, What cani help you?. ticket to leave messages @ =i

Hi, What can i help you:
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Keywords Matching

You can define keywords which trigger a specific response from the bot. These do not need to
match the user's message exactly (Fuzzy match mode).

E.g. if you enter the “show lunch menu” the Al will also trigger that rule if the user asks “Can you
show me your lunch menu?”. This comes in very handy because you definitely don’t want to
enter every single possibility of a sentence there is.

Ken Yeung
\\' WATI| 3§ pashboard @ Broadeast [ Contacts | Team Inbox @ Automation  JE] APIDocs &} Settings 24 Operator Management ® 'y @‘ ken@clare.ai

O+ Keyword Action
+ ADD KEYWORD ACTION Note: When the mes hes ply Q

& Default Action

B Reply Material Keyword Action List

KEYWORD MATCHING METHOD REPLY MATERIAL OPERATING
hi | hello Fuzzy matohing Texthi  Document.OrgChartName ;B
Ronsperpsge: 5 T 1dofl
v Ken Yeung
\\' WATI 55 psstboard @) Brosdeast B contacts [] Teaminbox @ Automation  JE] APIDocs £ Settings  S& Operator Management ® P L “‘( Ken@dlareal
Or Keyword Action
Honscihes iy 9
§a Default Action
B Reply Material Keyword Action List
KEYWORD MATCHING METHOD REPLY MATERIAL OPERATING
hi | hello Fuzzy matching Texthi  Document-OrgChartName. |
1} Exact matching Text-Welcome V. |
Rows per page: 5 120f2
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Reply Material

Reply material is where you could define the response when certain conditions are met either in
Keywords or Default Action.

Reply material could be
- Text
- Image
- Document (e.g. PDF)
- Or a combination of multiple reply material

Crystal Toi
\\" WATI 25 Dashboard (@) Broadcast B Contacts  [C] Teaminbox @ Automation  JE] APIDocs B Settings 2 Operator Management @ 'Y crystal@clare.al

v Keyword Action

TexT(i0) DOCUMENT(1) MAGER)
i Default Action

B ReplyMaterial

' s u | |
out of office hi Welcome Delay response
hi f{name}], sorry we are out of office now, i {{name}}, How can | help you? You are welcome Hi {{rame}}, thanl you for your message. Our
please contact us again during office 1. Opening Hour agents will get back toyou asap.
hour{Mon-Fri, 9am-5pm) 2 Shop Locations
3 Pricing
4. Talk to an agnet
' | P | P |
24 hours testing R4 Opening hour
Hi {{name]}, hope you are well. This chat will Hi{{namel}. fRAF - AOEREIR 7 Please note that our opening hour is from
be closing in 1 hour, if you have more Mon-Fri from 9am to 6pm. Public holidays are
i in! closed. b

agent to handie your case
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WATI Automation sample reply materials

Welcoming Message:

hi {{name}}, How can | help you?
1. Opening Hour

2. Shop Locations

3. Pricing

4. Talk to an agent

1. Opening Hour
Please note that our opening hour is from Mon-Fri from 9am to 6pm. Public
holidays are closed. £

2. Shop Locations
We have 2 shops in Hong Kong:
- 1 Star Street, Central
- 3 Moon Street, Kowloon

Come visit us, we look forward to seeing you! &
3. Pricing
Thank you for your interest! Please see the attachment below to understand

more our products. "
[[Can choose an image / PDF file]]
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4. Talk to an agent
Hi {{name}},

Please wait while we are appointing a live agent to handle your case

Out of office:
Hii {{name}}, sorry we are out of office now, please contact us again during office
hour(Mon-Fri, 9am-5pm)

24 hours:
Hi {{name}}, hope you are well. This chat will be closing in 1 hour, if you have
more question, please feel free to message us again!

Slower response during working hours:
Hi {{name}}, thank you for your message. Our agents will get back to you asap.
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