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—— INSIDE THIS GUIDE

Every company uses
WhatsApp. Few use it well.

WhatsApp is the channel customers in Spain and LatAm actually
answer. This guide shows how to turn it from a notice box into one
thread where you sell, serve and build loyalty.
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Why WhatsApp, why now

WHATSAPP PLAYBOOK

The channel people answer, and the 2026 rule changes

The 4-step model

Activate, guide, assist and resolve in one thread

Proactive activation
Marketing, utility and authentication templates

Guided flows

WhatsApp Flows and decision trees

GenAl assistant
LLM plus RAG, and Al agents that act

Contact Center
Human hand-off and a unified inbox

Platform and 30-day plan
Where WhatsApp fits, and how to go live

indigitall - WhatsApp Playbook 2026
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Who this is for: CRM, ecommerce, digital and
customer service teams that already send
WhatsApp messages and want better results at a
controlled cost under Meta's new pricing.
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—— WHY WHATSAPP, WHY NOW

The channel people
answer. Usually used badly.

Your customers already live in messaging apps. They expect two-way
conversations in real time. Most brands still treat WhatsApp as a place to push
offers and walk away.

96% +98% 56-67% 85%

WhatsApp Openrate Interaction rate Prefer a company
penetrationin to contact them by
Spain messaging

Market figures as cited in indigitall’s customer materials. Sources: Meta, Gartner, Forrester.

w 01 (\SD 02 ”G 03

Broadcast habits A new cost model Asilo

Mass sends with no Billing is per message, Standalone chat tools

segmentation. Meta now and from 1 October 2026 have no CRM and no

paces delivery by quality, service replies are billed journeys. WhatsApp

SO poor campaigns get too. Waste now shows up never connects

throttled. on the invoice. to therest of the
customer story.

THE SHIFT

From mass campaigns to conversations. Your customers'
favourite channel stops being a notice box and becomes a two-
way conversation.

indigitall - WhatsApp Playbook 2026 03



C} 01- WHY NOW

—— META'S 2026 RULES

The rules changed. So does the math.

Since 1July 2025 Meta charges per template delivered, by category. On 1 October
2026 a second change lands: business replies inside the service window are billed per
message too.

Category What it covers How it is billed from 1 Oct 2026

Marketing Promotions, news, cart recovery. Always Per template delivered, at the highest
with opt-in. rate

Utility Confirmations, shipments, Per template delivered, at a fraction of
appointments, alerts the marketing rate

Authentication OTP codes and verification without SMS Per template delivered. OTP-only flows

are unaffected by the October change.

Service Bot or agent replies after a customer New: per message, about USD 0.03 per
writes reply after 1,000 free service messages
Customer messages Anything the customer sends you Free

Check Meta’s current rate card for your market before you budget.

Five more 2026 changes How indigitall contains cost

() Pacing is governed by quality rating © Flows collapse multi-step capture into
one billable message

@ About two marketing messages per user

per day, across all brands (error 131049) Bot prompts are consolidated
@ The Marketing Messages APl is generally Long conversations can move to web
available chat
Gp Flows now work on WhatsApp Web too Response loops after a broadcast are
3 Meta’s own Al agent has been available blocked
worldwide since June 2026 Every category is monitored in the

console

Response Windows Cost per

rate opened

TRACK INSTEAD “«

S Blocks @ useful
conversation

indigitall - WhatsApp Playbook 2026 04
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THE 4-STEP MODEL

One thread to sell,
serve and build loyalty.

indigitall runs WhatsApp in four connected steps. Each one
hands the customer to the next without losing context, so the
conversation never breaks.

01 ) 03 04

Proactive Guided flows GenAl assistant Contact Center

activation Capture, qualify and Answers with your From bot to agent

Inform, remind, sell inside the chat. data. Acts on your without losing
systems. the thread.

jecovel 7= WhatsApp Flows U

& Marketing £° Decision trees S LLM plus RAG 2 Human hand-off

b Utility © Alagents that act £ Unified inbox

£ Authentication

indigitall - WhatsApp Playbook 2026 (01



@ PROACTIVE ACTIVATION

Inform, remind, recover.

03 - PROACTIVE ACTIVATION

Meta-approved templates sent from your CRM or the indigitall console, with variables,
attachments, tracked buttons and quick replies.

Marketing

Promotions, news and cart
recovery. Always with opt-in.

Your cart is saved. Your size is
still in stock.

View my cart

8:18

< 13 (B carrefouro
Leer mas

Ver folleto

jue, 13 feb

®

Carrefour

& @R
o = PHLADELp,
s

6s
59
Folletos Carrefour | Catlogo Digital Ofertas
Tiendas

3£ iNuevo Folleto 2x1!

il 2x1 en Philadelphia natural o light,
en pack de 6 unidades de atin claro al
natural Calvo ® jy més! Acumulable...

Leer més

Ver folleto

Utility
Confirmations, shipments,
appointments and alerts.

Your appointment is
tomorrow at 10:30.

Confirm or reschedule

8:019

<1z @ 8520 o

Blogquear Perfil

TN
Ifiaki, jtodo va sobre ruedas! &5
Tu bus a Bilbao con matricula 1234
ABC tiene hora estimada de salida a las
14:37h.
iBuen viaje! &

Tu viaje en tiempo real
Gracias 15,14,

iGracias por ponerte en contacto con
nosotros!

En whatsapp no ofrecemos atencion al
cliente pero si necesitas contactarnos,
por favor accede a alsa.es/ayuda.

Authentication

OTP codes and verification
without SMS.

482 913 is your verification
code. Do not share it.

Copy code

8:007
El Corte Inglés &
S
UFEKIUNES DEL $ ALY DE
ABRIL
ecipromo.es/catalogo-ofertones

Leer mas

<A Ver otros catélogos

SOL03 DIAS

= B B

[r—

{5 jOFERTAS UNICAS PARA SOLO 3

DIAS!
4,5y 6 de abril

iCada martes y viernes, nuevas ofertas!
Leer més

<A Consultar otros catdlogos

Proactive WhatsApp in production: a catalog offer, a real-time trip update and a limited-time campaign

“» ENTRY
Click-to-WhatsApp ads
open the thread

indigitall - WhatsApp Playbook 2026

€S JOURNEYS

Cart triggers from Shopify,
VTEX or Magento

Ll TRACKING

Tracked buttons with UTMs
to GA4

06



O 03 - PROACTIVE ACTIVATION

THE PROACTIVE PLAYBOOK

Earn the right before you write.

Earn the opt-in first. Consent collected at Utility first. Confirmations and alerts are

the right moment, and synced automatically the messages customers do want.
in and out.

e Let the user decide frequency. Fewer,
Segment first. Meta will throttle a better messages protect your number.
campaign with poor quality signals.

e The message after is worth more. Post-

Write templates that get approved and purchase and NPS keep the thread alive.

read. One idea, one clear action, real
variables.

"z, EDUCATION - MEXICO
Universidad Anahuac

<
z
Q.
s
S

"WhatsApp campaigns that increased conversion by 182%."

+182% 84% +79% +65%

Conversion Open rate Lead capture Appointments

RETAIL - COLOMBIA eV EDUCATION - PERU

amingd®) R 1114
il Flamingo Y Uoy

“They stopped sending campaigns. WhatsApp CTR by targeting filter. Tighter

They started conversing.” Segmented, targeting, more clicks.

multichannel WhatsApp.

+8% #1

Revenue Traffic source
after launch

612% 5.44% 4.65% 3.97%

Data attributed to real customers, not a guarantee.

07
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@ GUIDED FLOWS

04 - GUIDED FLOWS

Buttons and forms, not free text.

WhatsApp Flows put native forms inside the chat. Quick-choice menus adapt to each
answer, for promos, capture, qualification and NPS. The customer sees the product, then

orders and pays without leaving the chat.

11:59

Ecosho -
¢ @mo =
Business Account

Today X Black Friday Deals

@ This business uses a secure service from Meta to
manage this chat. Learn more What would you like to buy now?

Mobile phones
eBook readers
Cameras

Black Friday is around the corner
and as promised we are giving
you early access to our deals.
Select the best deal for the
products you are interested in!

Shop now e

Ecoshop

Black Friday is around the
corner and as promised
Sent ©

Here is the payment link to buy
TechWave TW14 Pro.

—
© Message 0 @ o @ Managed by Ecoshop. Learn more

& Black Friday Deals

Let’s find the perfect phone offer

for you

What are your preferred brands?
TechWave

Apex

VirtuVision

Nova

Lumia

What do you use the mobile phone for?
Social networking

Video streaming

@ Managed by EcoShop. Learn more

From campaign to category, preferences and payment link, in one chat

—— CONVERSATIONAL COMMERCE, STEP BY STEP

)

Identify by ¢ Assign store by ( Check stock
phone geofence
Guided bot M Hybrid bot
A decision tree for critical, >0 Guided rails plus an Al
repeatable processes assistant for open
questions

indigitall - WhatsApp Playbook 2026

Payment link

Order created

One billable message
©
A Flow collapses multi-

step capture into one

08



indigitallo 04 - GUIDED FLOWS

—— GUIDED FLOWS IN PRODUCTION

Fewer calls. More done in the chat.

+S114K

Expected revenue

HEALTHCARE - SPAIN

"$114k in expected revenue. 50% fewer
inbound calls. On WhatsApp Flows." _50%
(6]

WhatsApp Flows plus two Al bots for a hospital group that serves more
than 7M patients a year.

BED BATH &
makro BEYOND M
N S

~

Inbound calls

WHOLESALE - SPAIN RETAIL - MEXICO BOOKSTORES - MEXICO

Membership cards scanned Bed Bath & Beyond Mexico: Librerias Gandhi: a bot that

with OCR over WhatsApp. 40 flows on one number, with knows what is on the shelf, in
inventory and shipping APIs real time.

and 24/7 hand-off.

+40%
55K+

Sign-ups
40 Active users

1 3M Communication flows
) +
50+

WhatsA
reash?adpp T 4; 000+ Flows, plus 15K+

Users in 6 months proactive messages

9 Start where volume is high and answers are predictable: bookings, order status, stock and
sign-ups. That is where guided flows remove the most calls and the most messages.

Data attributed to real customers, not a guarantee.

indigitall - WhatsApp Playbook 2026
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@ GENAI ASSISTANT

05 - GENAI ASSISTANT

Itisnotarulesbot. Itisan agent.

LLM plus RAG on your catalog and your systems. It answers with your data, without
hallucinations. It recommends, resolves and qualifies, then escalates to a human.

13:58

<4 A Ca [ Aericode adia
{Encantado de saludarte!
¢ Tienes alguna pregunta sobre el
Atlitico de Madrid? &

iBuenas!
¢Tienes alguna pregunta sobire el
Aiético de Madrid? g3
Soy un asistente virtual de ABANCA.
En qué puedo ayudarte hoy?

{Buenas tardes!
¢ Tienes aiguna pregunta sobre el
Atiético de Madrid? &

Muy buenas tardes
{Muy buenas tardes! i
¢Tienes alguna pregunta sobre el

Atiético de Madrid?

4 Contra quien

a|lsjdiftlalhlilk]!

B z I x|c|vib|n|m

2w @

Buenas fardes 1, o; 4

el >

giwlelritiyjulijolp

<1 e Bankinter &

oF C @J

QIWIEIR|TIYJULILJO)P

In production at ABANCA, Atlético de Madrid, Wible and Bankinter

Strict RAG on your content
Trained from your sitemap, URLs, PDF, TXT
and CSV, with a scheduled refresh

Pll guardrails
Sensitive data is anonymized before
processing. No conversation trains

external models.

—— PATHBOT: THREE MODES, ONE PLATFORM

LLM

Generative Al for

Classic

Guided rails for critical

processes open questions

indigitall - WhatsApp Playbook 2026

Acts viaMCP
Works on CRM, ERP, ecommerce and
payment APIs, with memory and planning

Smart Governance
Token limits per client, with alerts at 80%
and 100%

Hybrid

Both together. Grow without
rebuilding.

10



indigitall @] 05 - GENAI ASSISTANT

IN[;APT[] COFFEE SUBSCRIPTION - SPAIN

A WhatsApp button,
recurring revenue.

Incapto runs its generative Al agent IWA on WhatsApp, with RAG on its own
content, plus a Panic Button that reorders coffee in one tap.

wom we G - < 7 O/
. {2 %2 Incapto® o

& INECESITO CAFE!
No tengo café. iEnviar ahora! 1z 15

Men principal

of bot chats resolved without a human

‘m iNECESITO CAFE! ADELANTAR PEDIDO

&Te estas quedando sin café?

iAdel3| !
= Modifica tu café iAdelantalo!

proximo pedido de caf
llegue lo antes posible

+50%  -56%

Castellana 139 Planta 7 Derecha
= Pago con tarjeta terminada en:
693

+ Afiade productos

@ Asistencia cafetera

LTV, activated Churn
® Aprende = Cafés recurrentes de tu pedido:
: A customers

Contacta y opina

+ 1xCafé de Perd en grano - 1kg -

@ Recomienda y gana 31,34 € (ph: 31,34 €)

i Productos afiadidos puntualmente:
= {No has ariadido productos ras) o
[l INCAPTO para empresas +
& Precio total: 100,33 € o

@ Ahorro con la suscripcion: ~25%

AL

MRR from the Panic Order frequency
Button

+10% +11% 10K+ 48%

Average order value Recurring orders Quarterly active Adoption among
from the Panic users active subscribers
Button

“They turned a WhatsApp button into recurring coffee revenue.”

Incapto case study, indigitall

Data attributed to a real customer, not a guarantee.

indigitall - WhatsApp Playbook 2026 1



indigitall @] 05 - GENAI ASSISTANT

—— Al AGENTS IN PRODUCTION

Banking, mobility,
health. Same thread.

BANKING - SPAIN 4.5/5

“A generative Al banking bot

User rating
that usersrated 4.5 out of 5.

A GenAl assistant on WhatsApp, available 24/7 and multilingual.

CARSHARING - SPAIN

"34% fewer unclaimed reservations.
Direct bookings via WhatsApp.”

-34% 300K+

Unclaimed reservations Users

0%

HEALTHCARE - SPAIN Ry ows
“"60% fewer no-shows. +50%

confirmations. One patient flow.” +50°/
The GenAl bot Sania on WhatsApp, plus CDP-driven reminders across 2
WhatsApp, SMS and push. Confirmations

Data attributed to real customers, not a guarantee.

indigitall - WhatsApp Playbook 2026 12



C} 06 - CONTACT CENTER

@ CONTACT CENTER

Bot to agent. Same thread.

Al bots and human agents work as one team. The agent gets the full history and profile,
and closes the sale or the incident in the same thread.

indigitall Contact Center - Agent panel

Active 4 On hold 2 Closed @ MartaR. VIP Orders

MartaR.
Order change, delivery Friday Can | change the delivery address for Friday’s order?

(O WhatsApp
| can connect you with the orders team now. They will see this whole

- conversation.
Javier L.

Invoice copy requested
S Bot handed off to Laura - Orders team
(O WhatsApp
Hi Marta, this is Laura. | can see your order. What is the new address?
AnaP.
Store opening hours

@ Web chat

&° AI ASSISTANT - SUGGESTED REPLY
Summary: customer wants to change the delivery address, order ships Friday.

Edit Sources

) Smartrouting Tags to the CDP Always covered
By shift, language Agent tags update the Business hours, holidays
or specialty profile in real time and auto-reassignment
PREMIUM BAKERY - SPAIN > EDUCATION
~AMlalbica. : PITAGORAS : Py
= Pasteleria Mallorca LOLERIo Academia Pitagoras
“57,000 orders. One thread. Zero hold music.” An enrolment channel on WhatsApp with live-chat
Ordering bot with a dedicated path to a human. hand-off to advisors.

98%

S7K+

Delivery

Order
conversations

Data attributed to real customers, not a guarantee.

indigitall - WhatsApp Playbook 2026 13



C} 07 - ONE PLATFORM

—— HOW indigitall WORKS

WhatsApp is one step.
The journey wins.

BSP, CDP and Journey in one vendor. WhatsApp becomes a step in a multichannel flow,
and the Meta cost story is handled in the platform, not in a spreadsheet.

YOUR UNIFIED DATA - CDP CUSTOMER JOURNEY ENGINE DIGITALCHANNELS
SYSTEMS

<> g INDIGITALL OMNI GENERATIVE Al e @

C: it
Events ampaign creation Push  Push  Email

Web SDK app web

@ M) yourbrand.com
E] Q) New season just dropped
Data Triggers —bethefirst to see it

App SDK InApp  InWeb WhatsApp

~
g
G ADVANCED ANALYTICS Recommendations Personalization a
Integrations SMS RCS Al Voice
=
INDIGITALL OMNI PREDICTIVE Al

Campaign Channel Best channel, moment & trigger

Reports Reports CUSTOMER SUPPORT
14
" it

Channel Delivery Smart

Resolve ac ry channel
Performance DataTalk Optimization Optimization  Triggers 0
Dashboards foo) (]

Multichannel Al Voice
Al Agents

Backends Q o 1- AWARENESS
() , EVERY RESPONSE MAKES THE NEXT TOUCH

SMARTER
Contact Transfer to
Center Human

OQMetCI G2 RANKINGS

Business Partner

Official Meta Business Solution Provider #1

since 2019. : :
WhatsApp Marketing Software, highest

@ Verified badge, template approval and rated in Europe
quality-rating protection

(@ Direct escalation to Meta, separate DEV and

PROD lines H#3

(@ BSP migration with about 30 minutes of
downtime, off hours

WhatsApp Marketing Software, global

$ CHANNELS < MESSAGES A & COUNTRIES & ENTERPRISE
MONTH CLIENTS

18+ 1B+ 20+ 215+

indigitall - WhatsApp Playbook 2026 14



C} 07 - LAUNCH PLAN

—— YOUR 30-DAY PLAN

From first template to first hand-off.

Week 1- Set up Week 2 - Activate

©® Onboard or migrate your number to ©® Golive with utility templates first

indigitall as BSP
Indigitalias © Segment marketing sends by CDP

© Request the verified badge and approve profile

core templates
' P @) Open a Click-to-WhatsApp entry point

© Syncopt-in and opt-out with your CRM

Week 3 - Guide Week 4 - Assist and resolve

© Replace free-text capture with a © Start training the GenAl agent on your
WhatsApp Flow sitemap and PDFs

© Launcha guided bot for the top © set routing, hours and hand-off in the
requests Contact Center

©® Add email or SMS fallback in the journey (@ Review cost by category against the

October model

Build time is about two weeks for a rule-based agent and about four weeks for a generative one.

MEASURE CONVERSATION, NOT DELIVERY

Delivery tells you a message arrived.

Conversation tells you it worked.

< RESPONSE [(J WINDOWS © BLOCKS Q@ cosT
Replies per Conversations Userswhooptout Peruseful
template sent opened or block conversation

indigitall - WhatsApp Playbook 2026 15



indigitall O 0 Meta

Business Partner

NEXT STEP

Your customers
already answer. Start
the conversation.

See how indigitall runs proactive templates, WhatsApp
Flows, Al agents and the Contact Center on your own
number and data, under the October 2026 pricing.

B Book ademo [ @ indigitall.com

indigitall - The omnichannel engagement platform
N Meta with a native CDP and Al agents. Official Meta . soc 2
Business Partner )\
Business Solution Provider since 2019. ST




