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1. The Rise of Messaging Apps 

A look back over the last few years alone shows how rapidly 

messaging apps like WhatsApp, WeChat and Facebook Messenger 

have been growing, becoming the dominating form of communication 

worldwide. And ever since Facebook acquired WhatsApp in 2014, their 

development has shown how the messaging giants are striving for 

success in all areas. 

 

Messaging is one of the few things people do 

more than social networking.“1 

Mark Zuckerberg 

Facebook-Founder 

End of 2014 

 

Two perspectives stand out when looking at the sustained growth in 

the messenger industry: 

First of all, social networks seem to have passed their prime: 

Messaging apps allow more direct and immediate connection, as well 

as offering far more privacy. 

                                         
1 https://www.theverge.com/2014/11/6/7170791/mark-zuckerberg-finally-explains-why-he-forced-you-to-download-the 

https://www.theverge.com/2014/11/6/7170791/mark-zuckerberg-finally-explains-why-he-forced-you-to-download-the
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Global view: the four biggest messaging apps have more MAUs than 

the biggest four social networking apps2 

Secondly, messaging apps are being developed as business 

communication tool. WeChat – China’s favorite communication channel 

and the only other messaging app to challenge WhatsApp and 

Facebook Messenger, with 1.3 billion monthly users – is the furthest 

along in this trend, offering fully contained services from taxi integration 

to food delivery to sales, support, and more. WhatsApp and Facebook 

Messenger (the top two messaging apps globally) have brought this 

movement to Europe and the Americas. 

With the WhatsApp Business API, enterprise companies can offer 

comprehensive customer support through verified Business Solution 

providers. This is WhatsApp’s enterprise answer to their WhatsApp 

Business App from early 2018, which was good for small and medium-

sized businesses, but lacked critical features for further usage. The API 

offers full data protection regulation compliance and is fully scalable. 

Facebook Messenger has also supported business chatting since 2017 

and is also focused on offering Chatbots for businesses. In late 2017, 

                                         
2 http://www.businessinsider.de/the-messaging-app-report-2015-11  

http://www.businessinsider.de/the-messaging-app-report-2015-11
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they reported that more than 2 billion messages were sent between 

businesses and consumers via Messenger each month – and that 

there are more than 200,000 Chatbots active on the platform. 

Apple, with their impressive network of iOS users, is also focused on 

offering messaging as a customer care channel. With Apple Business 

Chat, also offered only through official providers including 

MessengerPeople, businesses can provide rich customer support over 

the Messages app native to all iOS devices. Rich features (including 

menus, QuickType suggestions, and Apple Pay) as well as a variety of 

entry points ensure a seamless customer experience. 

With leading messaging apps deliberately positioning themselves for 

professional support as well as private communication, their growth 

and reach becomes even more important for companies interested in 

communicating with customers in a modern way. 

 
WhatsApp and Facebook Messenger dominate the map 

with 1.5 bn. monthly active users each 

 

More about the best-known messaging apps 

and their business opportunities: 

https://www.wbca.st/OtsFjbw   

https://www.wbca.st/OtsFjbw
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2. Messenger Market Landscape: UK 

We know that WhatsApp and Facebook Messenger top the global 

messaging app market, but how does the messenger market look like 

in the UK?  

According to Statista3, WhatsApp is the most used mobile app for 

messaging in the UK. Facebook Messenger ranks as second most 

favorite chat app. 

In the last two years, WhatsApp has grown its UK user base by 20% 

and now reaches nearly 70% of the population. This rapid rise in 

popularity is particularly impressive in comparison with a slight decline 

from YouTube, and minimal growth on Facebook’s part.4  

 
Compare the growth: WhatsApp versus Twitter versus Instagram from 2016 to 2018.5 

  

                                         
3 https://www.statista.com/statistics/279605/most-used-instant-messaging-services-on-mobile-phones/  

4 https://www.slideshare.net/weareflint/uk-us-social-media-demographics-2018-88015084 (Slide 10) 

5 https://www.slideshare.net/weareflint/uk-us-social-media-demographics-2018-88015084  

https://www.statista.com/statistics/279605/most-used-instant-messaging-services-on-mobile-phones/
https://www.slideshare.net/weareflint/uk-us-social-media-demographics-2018-88015084
https://www.slideshare.net/weareflint/uk-us-social-media-demographics-2018-88015084
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WhatsApp is currently the UK’s most-downloaded messaging app in 

both the iOS store and the Google Play store, with almost 1.5 million 

downloads for Android recorded in February 2018.6 The number of 

active monthly users tops even Facebook and Facebook Messenger. 

It boasts impressive usage rates across all age groups. 84% of 24–35 

year olds in the UK use WhatsApp, with the 35-44 age group only 

slightly behind at 78% of the population.7 

 
WhatsApp’s usage demographics are ideal for e-commerce, with high usage rates from younger 

generations, social classes with disposable income, and users in urban areas.8 

Other messaging apps also have impressive user bases: 68% of the 

18+ population uses Facebook Messenger, making it the third most-

used app in Great Britain. And Apple currently has almost half of the 

market share in the UK, meaning that businesses can reach a 

considerable number of iOS users over the Apple Business Chat. 

                                         
6 https://www.statista.com/chart/10242/the-top-10-iphone-apps-in-the-uk/ 

and https://www.statista.com/chart/9834/the-top-10-android-apps-in-the-uk/ 

7 https://www.slideshare.net/weareflint/uk-us-social-media-demographics-2018-88015084 (Slide 17) 

8https://www.slideshare.net/weareflint/uk-us-social-media-demographics-2018-88015084 (Slide 17) 

https://www.statista.com/chart/10242/the-top-10-iphone-apps-in-the-uk/
https://www.statista.com/chart/9834/the-top-10-android-apps-in-the-uk/
https://www.slideshare.net/weareflint/uk-us-social-media-demographics-2018-88015084
https://www.slideshare.net/weareflint/uk-us-social-media-demographics-2018-88015084
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Across all messaging apps, messenger communication is currently the 

most-used smartphone function for all age groups, ahead of 

entertainment features or tools such as maps. 

 
Nearly 70% of the UK population uses Mobile Messengers, 

far exceeding the user numbers for “Videos On Mobile” or “Games On Mobile”.9 

The ‘Digital in 2018 Report’ by We are Social and Hootsuite specifically 

suggests using messaging apps as a main form of e-commerce 

support, citing immediacy and direct communication as the main 

advantages. Using a leading messaging app for customer 

communication is an effective way to strengthen your customer 

relationship and gain a competitive advantage. 

  

                                         
9 https://www.slideshare.net/wearesocial/digital-in-2018-in-the-united-kingdom-86861467  

https://www.slideshare.net/wearesocial/digital-in-2018-in-the-united-kingdom-86861467
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3. Messaging Apps for Customer 
Service 

3.1 Messaging Apps for Businesses 

The reach, growth, and acceptance of messaging apps worldwide 

provide an incredible opportunity for businesses – especially in 

conjunction with the customer-service-focused developments that the 

messaging apps themselves are pursuing. Some companies might 

hesitate – is this what users want? Can businesses remain 

professional while messaging in the same way as family and friends? 

In a word: yes. Countless surveys have shown that consumers are not 

only open to professional messenger usage, but they are waiting for it. 

 “Two out of three people find dealing with businesses 

exhausting,” reports a BT&Cisco survey of more than 5,000 

participants from ten countries.“ 79% of customers said: “I am more 

loyal to organisations that are easy and simple to contact.” 

What could be easier than contacting a company over WhatsApp, 

Facebook Messenger, Apple’s native Messages app, Telegram, Viber 

or whichever other messaging app your customer uses daily? Across 

generations, messaging is preferred over phone calls or emails. Your 

business can become more competitive by making your customer 

support more approachable. 

Facebook’s survey “More than a Message: The Evolution of 

Conversation“ confirmed that today’s users want messaging to become 

standard for businesses as well:  almost 70% of all participants said 

that they greatly prefer messenger communication to calling or e-

mail.  
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3.2 Messaging Apps for Customer Communication 

Messaging apps save time and resources for businesses, but they also 

improve the customer relationship. The close communication creates a 

positive user experience, raising brand loyalty. 

Contacting your customers over their most private channel changes the 

tenor of customer service. What is typically a slow and arduous 

process is worked seamlessly and flexibly into everyday life, simply by 

taking place on the customer’s most-used channel. User information 

and chat history remains available through the entire interaction and 

multimedia support allows customer service employees to answer 

queries in a variety of helpful ways.  
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4 Reasons Why Messaging Apps 

Beat Classic Customer Service: 

 

1) Economical and Efficient 

Messaging apps use almost no data, making them extremely 

cost-efficient for users. Customer service employees can answer 

multiple messaging app conversations at once, making 

messaging apps much more efficient and much cheaper than 

telephone hotlines. 

 

2) Closeness – but not too much! 

Using messaging apps removes the formality and stiffness of e-

mail, allowing customers and employees to be more personal. 

The convenience of messaging reduces the tension and 

annoyance that often characterizes telephone service calls. 

Businesses report that support conversations via messaging 

apps are usually calmer and more pleasant. 
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3) Fast, but flexible 

A customer can send a message to your business and receive 

an almost-immediate answer. The conversation can continue 

and the matter can be solved within minutes.  

Alternatively, the customer starts a conversation and then gets 

on a train, an elevator, or has a meeting. They can respond to 

the customer service agent later when they have time, returning 

to a conversation where all data is already stored and everyone 

is on the same page. Customers don’t have to wait on hold, and 

they don’t have to take time out of their schedule to reach 

customer support. It’s synchronous or asynchronous: totally 

flexible. The best thing: This works in both ways, so your 

customer service agent is not dependent on waiting for a 

customer’s answer but can in the meantime take care of other 

inquiries. 

 

4) Multimedia 

Over messaging apps, you can send texts, photos, videos, audio 

messages, PDF files, and more. No matter what kind of problem 

or question your customer sends, your employees can answer it 

in the best possible way. 
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Experts say…  

These arguments in favour of messaging app customer communication 

have echoed through countless analyst reports and media pieces. 

From Forbes to Gartner, the leading voices in technology are 

convinced of the potential of messenger communication. 

 

Messaging as a true customer care channel. 

This is where the industry is moving. 

David Marcus 

Former Vice President of 

Messaging Products at Facebook 

 

They stress the benefit for the customer and explain how messenger 

communication fits into our everyday life. Messaging apps share the 

positive elements of traditional support channels, such as telephones, 

but are far more convenient. 

 

Messaging offers a chance for the 

engagement to be just as real-time as a 

voice call but with a lot more fluidity in how 

that time is allocated, integrating itself into a 

customer's life in a way that feels organic 

for 21st century customer. 

Micah Solomon 

Forbes10  

                                         
10 https://www.forbes.com/sites/micahsolomon/2017/01/18/heres-how-texting-is-transforming-customer-service-and-customer-support/  

https://www.forbes.com/sites/micahsolomon/2017/01/18/heres-how-texting-is-transforming-customer-service-and-customer-support/
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There is no doubt that messaging apps are a disruptive technology for 

the customer service status quo. Their growth trajectory is only rising, 

and they offer features that no other channels can compete with. 

 

The biggest shift in customer service since 

the 1-800 number. 

Geoffrey Fowler 

The Washington Post. 11 

 

Perhaps the most noteworthy analysis comes from American research 

institution Gartner. They lay out the impact of messaging app customer 

service with impressive figures, showing that by 2022, messaging apps 

will dominate the customer support landscape. 

 

Messaging apps will grow 250% as a 

customer service channel from 2017-2022. 

Gartner12 

  

                                         
11 https://www.washingtonpost.com/technology/2018/08/09/want-better-customer-service-dont-call-text  

12 Gartner 2017; Market Guide for Virtual Customer Assistants 

https://www.washingtonpost.com/technology/2018/08/09/want-better-customer-service-dont-call-text
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3.3 Automation Possibilities 

From pre-set answers to fully contained Chatbots, automation is easy 

to set up over messaging apps – and can take your customer service 

to the next level. In another Gartner survey, 38% of respondents said 

they would rather use AI customer service, even if a human agent 

and AI had the same capabilities. 

You can use Chatbots to take care of first-level requests and allow your 

customer service employees to handle more complicated tasks. They 

can be set up for non-service hours, so that customers always receive 

an initial response within minutes. SurveyBots can help you learn more 

about what your customers’ needs, and FAQ Bots can take care of 

questions that are asked again and again. 

Hybrid solutions for automation can include Chatbots that are 

programmed to forward the request to an employee if it’s too complex, 

or Chatbots that take care of initial steps like taking the customer’s 

name, customer number, and type of request before assigning the 

conversation to the right employee. 

There are countless ways to use automation for messenger customer 

communication, and each one makes a convenient communication 

channel even more convenient. 

 

Find out more about chatbots: 

https://www.wbca.st/1Zs6Jsw  

  

https://www.wbca.st/1Zs6Jsw
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4. Messenger Customer 
Communication: 
Best Practice 

It’s clear that messaging apps are becoming a major force within 

business communication. Messaging app customer service fits modern 

users’ needs in a way that no other channel does. 

What does professional messenger customer service look like in 

practice? In this chapter, we’ll offer examples of top global companies 

providing messaging app communication service, as well as an inside 

look into our tool. 
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4.1 Best Practice: 

 Messenger Customer Communication 

 Use Cases 

Auto Workshop Tracking: BMW Munich 

With #FollowNow, BMW Munich offers automated tracking for car 

workshop services. A Chatbot updates users about what service stage 

their car is in, using emojis for a clear, visual alert system. Users can 

also specifically ask how the service is going by typing in #Status. 

Other features include appointment scheduling in 1:1 chat or receiving 

information about the latest car deals. 

 

 

 

 

 

 

BMW Munich: 

Users can request information about their car’s repair status 

by sending “#FollowNow.” 

BMW answers with a message about what has already been 

done, what is currenty being worked on, and when the car 

will be available for pickup. 
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Transport Alerts: 

Deutsche Bahn, Hamburger Hochbahn 

Public transportation is a perfect example of an industry that can 

benefit from messenger communications. Users can indicate which 

transport lines they frequently use and will receive alerts when services 

are delayed or cancelled. These instant notifications reach users even 

if they forget to check their e-mail or are on-the-go, making sure that 

customers are always conveniently informed. 

 

Deutsche Bahn, the national German railway system, uses messaging 

app alerts to update riders about their most-used regional lines. The 

service can even suggest alternative routes. 

 

 

 

 

 

Deutsche Bahn sends a warning alert about route changes 

caused by an emergency on a train platform. Deutsche Bahn 

customers receive WhatsApp messages with information about 

train delays and changes, route closings, etc. 
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The Hamburger Hochbahn offers a similar multi-channel solution, 

where users sign up for notifications for specific subway lines, and are 

informed about all delays, problems, or news. 

 

 

 

 

 

Hamburger Hochbahn: 

The user receives notifications about trains that aren’t 

running and what alternatives are available. As soon as trains 

run normally again, the customer receives another message. 

 

 

 

 

 

 

More information about messaging app alerts for transportation: 

https://www.wbca.st/jCsEprw  

  

https://www.wbca.st/jCsEprw
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Retail Questions: 

ToneArt, Müller, Intersport 

Messaging app customer service is a great way to drive more action to 

stores. A variety of leading retailers have started using messaging 

apps to provide information about product availability, allow 

customers to reserve items for in-store pickup, answer general 

questions about opening hours, and more. 

 

 

ToneArt: 

In the first message, the customer is sent a variety of 

possibilities. The customer can ask about product availability, 

consultation, about promotions, delivery questions, and more. 

 

 

 

 

 

 

 

 

 

 

Müller: 

Using Müller's customer service WhatsApp channel, 

customers can request information about products before 

visiting the store. If the product isn't available at their 

preferred branch, the Chatbot can direct them to the Müller 

online shop. 
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Intersport: 

Customer service via WhatsApp. Customers can write to 

Intersport about individual issues – in this screenshot, the 

customer asks about the the in-store availability for a certain 

product in a certain size. If the product isn’t available in a 

one store, it can be reserved at another branch.  

 

 

 

 

 

These questions can be answered by FAQ Chatbots, the customer 

service team can write back with personalized information about the 

question, or you can use a mix of automated and manual approaches. 

 

Each week we receive between 30 and 100 

messages from customers. Almost each inquiry is 

followed by a visit to our store. 

Kristin Marci 

Marketing Manager at Intersport Hübner, 

a leading German sports retailer 
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Scheduling Appointments 

Volkswagen Frankfurt: 

Volkswagen Frankfurt allows customers to schedule appointments 

using 1st level support Chatbots. When a user writes to the channel, the 

Chatbot greets them, immediately gives the store opening times, 

provides a link to the website, and then explains the bot functionalities. 

Asking for help immediately connects you with an employee, and 

choosing appointment allows you to start the booking process within 

the Chatbot. To schedule the appointment, users type in what kind of 

service they need, and the Chatbot connects them with the correct 

department. 

 

   

The appointment scheduling is driven by using short commands. 

The user first has to say whether they are already a VW customer, and new customers are asked 

introductory questions. Depending on the customer’s inquiry, more preliminary questions for the 

appointment will be asked.  
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B2B Customer Support: 

Transgourmet 

Transgourmet is one of Germany’s leading wholesale food suppliers, 

with holdings in Switzerland, France, Poland, and more. They recently 

started communicating with customers via WhatsApp, after realizing 

that the constant inquiries over direct channels could be better 

answered through messaging. Customers can write to the employees 

with all types of questions, can put in orders, make reclamations, 

change their address, and more. 

 

Through asynchronous communication, we expect 

an improvement in our customer service efficiency 

and productivity. 

Most customers do not ask “what could I use 

WhatsApp for”, but simply do so intuitively. There is 

no shyness, as the “medium” WhatsApp is already 

known to all users. The tone is rather relaxed and 

we get a lot of positive feedback that we were able 

to help quickly and easily. 

Our use cases, such as sending images in the 

event of a complaint, are also ideal for the use of a 

messenger like WhatsApp. 

Lukas Ratschke 

Leader Project & Innovationmanagement 

Transgourmet 
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Using the keyword “Profile,” customers can access their customer 

info and enter or change information. If they type in “data,” 

questions about the customer info will be asked and the data will 

automatically be saved in the profile. 

 

 

 

 

 

Read more in a 1:1 interview with Transgourmet: 

https://www.wbca.st/rNLxcxw  

  

https://www.wbca.st/rNLxcxw
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Travel Support: 

Pelikan 

Slovakian travel company Pelikan Travel uses WhatsApp, Facebook 

Messenger, and Apple Business Chat over the MessengerPeople 

platform to communicate with their customers in 1:1 chats. They are 

one of the first companies from Central Europe to use Apple Business 

Chat, offering an impressive array of channels for customer 

communication. Customers can write to Pelikan Travel with questions 

about booking, seat choice, and travel recommendations. 

 

 

 

 

 

Flipo belongs to Pelican Travel and is available in several 

languages. Through their individual 1:1 messenger 

communication channel, customers can ask the company 

anything travel related like airplane meal servings or seat 

choices. 
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4.2 Overview of the MessengerPeople Platform 

The customers featured above all use the MessengerPeople solution. 

Our Messenger Communication Platform is an intuitive software tool 

which facilitates simple and effective customer communication on the 

world’s leading messaging apps. 

Platform Features: 

 

Unified Messenger 

Your customers can use WhatsApp, Facebook Messenger, 

Apple Business Chat, Viber, or Telegram – and you can 

respond to all of them from one central platform. 

 

 

Ticket System 

The modern, browser-based user interface is a customer-

centric ticket system for messenger communication and allows 

your customer support team to work collaboratively.  

 

 

Multimedia 

Messaging apps (and Chatbots) support text, photos, videos, 

PDFs, audio files, and more. Extra visualization helps 

customers to easily send information and raises your support 

quality. 

 

 

User Properties 

Record important facts in user profiles that pop up during chats 

with the user. Your employees have easy access to relevant 

info, and users don’t have to repeat themselves! 

 

 

GDPR-Compliant 

Security is one of our main focuses. Our Messenger 

Communication Platform is fully GDPR-compliant: using 

messaging apps via our software keeps your clients’ data safe. 
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The platform also offers two types of automation possibilities: 

Chatblocks and Chatbots.  

Chatblocks are pre-prepared answers that can be created for a variety 

of needs: employees can use these to answer FAQs with one click, 

save time writing out instructions or confirmations for complaints or 

returns, and more. 

In our Chatbot Builder, you can create simple but contained Chatbot 

mechanisms. This can range from programmed standard dialogues, to 

appointment scheduling, to quizzes or surveys. The best part is: with 

our templates, you don’t need any prior programming knowledge. 

 

 

 

For more information, visit our Messenger Communication Platform product 

page: 

https://www.wbca.st/9VrQJzw  

  

https://www.wbca.st/9VrQJzw
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5. The ROI of Messenger Customer 
Service 

In this chapter we’ll look at ROI from both the economical side and the 

quality side, assessing how messaging app customer service benefits 

both your company and your customers. 

1) Messaging Saves Resources, Improves Image 

One of the main advantages of messaging app customer service is that 

messaging is far more cost-efficient than phone calls. Not only are the 

costs lower, but agents can handle many conversations at once, 

improving efficiency. Gartner says that “the asynchronous nature of the 

engagement contributes to making messaging apps a more cost-

effective option than traditional phone-based support 

conversations.“ 

Messaging customer service can also indirectly save resources by 

keeping potential complaints or negative comments on a more private 

channel, protecting your brand. Another Gartner report offers Sprint as 

an example: “Sprint uses Messenger for customer service and, with a 

strategy for the platform in place, saw a 31% increase in the number 

of private messages brought in via Facebook and a 23% decrease 

in public comments.” 
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2) Messaging Apps Make Customers Happy 

Messaging apps improve the customer experience. Customers no 

longer have to wait for a break at work to call support, test their 

patience on hold, or be redirected to several different departments 

before their issue is resolved. The Washington Post reports that 

“customer satisfaction rates are 25 percent higher for chatting and 

messaging than for calling.” And happy customers stay loyal: 

“customers that use messenger customer service buy products 33% 

more often.”13 

3) Last but not least: ROI of Automation 

The most effective way that you can both save your own resources and 

raise your customers’ satisfaction is to automate processes. 

Gartner reports that “a European bank reduced inbound customer 

service calls by more than 50%, created more personalized 

experiences and reduced the time customers spent waiting for 

answers to questions.” 

And a study from Accenture shows that with advanced Chatbots, 

customer inquiries can be answered up to 40% faster, and thus up 

to 30% of service costs can be saved.14 

  

                                         
13 https://www.wbca.st/9984tfw  

14 Citizen Call, 2018, Susan Hash Contact Center Pipeline, 2017, Natixis, 2018 

https://www.wbca.st/9984tfw
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6. The Perfect 
Customer Communication 
Strategy 

From our experience with over 1,600 companies and 773 active 

Chatbots, we’ve gathered the following 6 tips, which can be useful for a 

broad range of industries and use cases – and we have two short 

Chatbot videos to visualize the possibilities that automation can offer 

your customer service. 
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6 Tips for Messaging App 

Customer Communication 

 

1) Quality 

Use the advantages of asynchronous communication to 

direct the customer inquiry to the best-suited customer 

service agent. 

 

 

2) Speed 

Customer inquiries should be answered within 24 hours 

to ensure a high level of customer satisfaction. 

 

 

3) Integration 

Customer service via WhatsApp & Co. should not be 

used as a replacement for service via phone or e-mail – 

the messaging app channel should be integrated into 

your current customer care concept. 
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4) Tone 

Let go of formality – 95% of companies take a casual 

tone and even use Emojis! Make your business 

approachable: after all, you‘re now communicating with 

customers just like their friends and family members do. 

 

 

5) Multimedia 

Use as many types of media as makes sense! When 

you send multimedia content (texts, pictures, videos, 

audio files, etc.) you can address complex questions 

more efficiently and creatively. 

 

 

6) Feedback 

Customer communication via messaging apps is much 

more than just complaint management. Offer your 

customers regular surveys to get to know them, their 

needs, and their expectations better. 

 

 

More ideas for perfect customer care: 

https://www.wbca.st/eR9SQ1w  

https://www.wbca.st/eR9SQ1w
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Chatbot Solution Examples: 

We’ve created YouTube videos with ideas for 

Chatbot implementation. Here are two examples: 

 

Scheduling Appointments: 

Like VW and BMW, you can offer appointment 

scheduling via Chatbots. 

» Ask the user’s location to find a suitable place 

» Ask what times are best 

» Automated immediate confirmation 

https://youtu.be/-bbYfIZY9UI  

 

E-Commerce Bot: 

Another video example shows how an e-

commerce Chatbot can guide a customer through 

a sale. 

» Ask the user for size and style preferences 

» Show a variety of suitable options 

» Send links directly to the online store 

https://youtu.be/qCd4S7KGn74  

 

 

More tips & ideas 

for customer service automation: 

https://www.wbca.st/pfLB1Sw  

  

https://youtu.be/-bbYfIZY9UI
https://youtu.be/qCd4S7KGn74
https://www.wbca.st/pfLB1Sw
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7. Data Protection 

When the General Data Protection Regulation went into effect mid-

2018, data privacy became the topic of the year. Consumers have 

been becoming more aware of how their personal data is used, and 

businesses have had to gain more trust. Influential analysts and 

successful companies are convinced that messaging apps are the 

future of business communication: but how do apps like WhatsApp and 

Facebook Messenger fit into the data protection topic? How secure are 

messaging apps, and is it legal to use them for business 

communication? 
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We consulted Dr. Carsten Ulbricht, a lawyer specializing in internet and 

e-commerce law, asking about data protection, messaging apps, and 

customer service.15 Here are the most important points: 

WhatsApp and Data Protection 

When you download WhatsApp it reads the phone numbers of 

everyone in your contact list to connect you with other users. For 

personal use, which isn’t regulated by the GDPR, this isn’t a problem. 

However, businesses can’t allow WhatsApp to read their customers’ 

phone numbers, because they haven’t asked for their consent. 

 

With MessengerPeople, this problem doesn’t 

present itself, because this procedure doesn’t take 

place. Businesses that want to communicate with 

their customers via messaging apps use the 

MessengerPeople platform. 

There’s no need to install anything, and so this 

problem simply doesn’t come up. 

Dr. Carsten Ulbricht 

  

                                         
15 https://www.wbca.st/yJosetw  

 

https://www.wbca.st/yJosetw
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Saving and Deleting Data 

When you save a customer’s data, you need to decide how long to 

store it. Generally, it’s best to save as little data as possible, for as 

short as possible. When you’ve set your deletion guidelines, make this 

information easily available for your customers. For full GDPR-

compliance, customers need to know their rights: they can stop using 

your service at any time and they can ask for their data to be deleted. 

Sending Personal Data 

Essentially, it is an individual’s right to decide what data they send over 

what channels. What’s important is to make sure that you tell your 

customers exactly how and for what purposes your business will 

process their data, so that they can make an informed decision. 

 

To sum up, Ulbricht provides a quick, 3-step guide for making sure that 

your messenger communication is secure and GDPR-compliant. 

1. Thoroughly inform your users about how you 

plan to process their personal data.  

2. Explain how the data will be processed by third parties.  

3. Receive active consent that they accept these terms and want to 

use your service. 

This information can easily be made available to your customers during 

their sign-up process for your support channel. Then your customers 

can start chatting away, in full GDPR-compliance – it’s as easy as that! 
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8. Conclusion 

Customer Service via Messenger: 

Future Potential 

Messenger services are becoming increasingly popular, and both 

businesses and customers have a lot to gain from the rise of 

professional messenger communication. It’s only a matter of time 

before a messenger support channel is a necessity for all companies. 

Already, offering this type of direct, personal communication can be a 

distinguishing characteristic, driving customer loyalty and satisfaction.  

Whether your e-commerce business wants to offer better support for 

confirmations, updates, and returns – or your media company wants to 

handle subscriptions more efficiently – or your hotel wants to offer 

more convenient communication channels for guests, there are 

countless ways to use professional messenger communication for all 

industries. Show that your business is attuned to modern 

communication patterns and meet customers where they are: on their 

smartphones.  



 

 

UK Messenger Market & Top Use Cases 40 

9. About MessengerPeople  

MessengerPeople is a pioneer in Messaging Services and the leading 

Software-as-a-Service provider for communication through messaging 

apps. Offers include solutions for WhatsApp, Facebook Messenger, 

Apple Business Chat, Viber, and Telegram. The company’s latest 

innovative offer is chatbots: messenger bots that enable direct 

communication between companies and end-customers in customer 

service, shopping, information inquiries, entertainment, and more. More 

than 1,600 companies worldwide in over 60 countries currently use the 

MessengerPeople solution.  

The successful Munich startup was founded in 2015 as 

WhatsBroadcast GmbH by Franz Buchenberger and Maximilian Tietz. 

As of August 2018, the Munich company is known as 

MessengerPeople and currently has 60 employees from 10 different 

countries.  

Your MessengerPeople Contact: 

Peter Moore 

E-Mail: 

Peter.Moore@MessengerPeople.com 

 

Phone: 

+49 89 416173-186 

  

mailto:Peter.Moore@MessengerPeople.com
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Legal Details  

 

MessengerPeople GmbH 

Herzog-Heinrich-Str. 9 

80336 München 

Tel.: +49 (0)89 –416 173 140 

E-Mail: info@MessengerPeople.com 

 

Data Protection Officer: 

Peter Pock 

E-Mail: datenschutz@MessengerPeople.com 

 

Managing Directors: Franz Buchenberger, Maximilian Tietz 

Registration Office: Amtsgericht München 

Registration Number: HRB 238421 

USt-IdNr.: DE298369190 

 

© 2018 MessengerPeople GmbH 
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