How to engage supporters
with WhatsApp
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With over 40 years’ combined experience in conversational messaging, Cymba has
partnered with CM.com to create a unique Rich Messaging solution for charities.
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About Cymba & ClearCourse

Rich Messaging Overview

Live WhatsApp Demo

Understanding the WhatsApp Business Platform
Leveraging Generative Al with WhatsApp

Q&A

@ cYMBA'

ClearCourse'”
SOFTWARE & PAYMENTS



Founded in 2018 with
investment from

ClearCourse™ ClearCourse™

helps over
20,000 customers build great
businesses with our industry-
specific

platform

is one of 30 brands
serving businesses, charities,
and notable brands across
various sectors

ClearCourse'™ ClearCourse'?

RETAIL & HOSPITALITY

We process over £1 billion in
Card, Direct Debit and PSMS -~
ClearC < '
annually and send eareourse “adeante  ClearDebit®  ClearAccept®

over 35 million
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Supporters prefer to chat with charities, not to talk...

67%

Of people. Are checking
their phones within the
first 5 minutes of starting
their day.*
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85%

Prefer messaging than a

phone call or email. **

Source: *Zipwhip- The State of Texting; **Gartner, ***eMarketer

90%

Of people will have at
least 1 messaging app by

2023.**x*
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Optimise your supporter journeys... ‘

Connect

Monetise Automate

... across all Channels
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AnAnimalC

FROM An Animal Charity:
Thank you for your ongoing
support in these difficult times.
Did you know that you can
make your donations worth
25% more with Gift Aid, at no
extra cost to you?

To complete your declaration
please click here:

link.

To opt-out of SMS, reply
NOSMS AAC. T&Cs:
www.animalcharity/sms
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Thanks for texting to play our
Lottery! We'll call you from
to set up your
entry. For T&Cs or to opt out:
www.lottery/charitysms
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Animals can't stop cruelty.
Together, we can.

Looking at Lara today, you would
never believe the horror we rescued
her from.

Every summer, we see a peak in
cases of cruelty to animals. They
can’t speak up. They can’t fight back.
But we can.

Watch Lara's video below:

https://cy.mba/RSPCA

With your help, we can cancel out
cruelty - and rescue more animals in
desperate need. We will always be
there to help animals in desperate
need. But we rely on your donations
to do it. And now more than ever, we
need everyone who can to take
action.
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We specialise in animal rescue & furthering the
welfare cause for all animals.

Get involved

Every year thousands of animals suffer from
neglect, cruelty and abuse. With your help we

can end their misery.
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With over 2 billion users in 180
countries, WhatsApp is one of the
most popular messaging channels on
the planet

2-way conversations to enhance the
supporter journey Y

50 million organisations

Marketing tool for direct, personalised

Open rates of 70% & clickthrough rates of 15% communication v
39% of users prefer WhatsApp as a customer service channel PEE G HE

54% of users prefer marketing & updates on WhatsApp Automate conversations with a chatbot

Highest conversion rate of 45-60%, compared to 2-5% for emails and SMS

Include Rich media (emojis / images /

2.5 billion hours saved through WhatsApp Chatbot in 2023 SEstinkel Qesmeni (yesan  ettens)

/4

Multiple entry points (QR / links / printed
media / in-app) Vs

Verified account with secure end-to-end
encryption

https://www.cooby.co/post/whatsapp-statistics
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Use WhatsApp to
send broadcast
messages, rich
content and
capture supporter
data in a more
conversational and
automated way.
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We are Sense - supporting everyone
who is deafblind or has complex
disabilities. We believe everyone
should be able to take part in life, no
matter their disability.

This year, the star of our Christmas
appeal is Thomas. His journey with
Sense has been filled with merriment,
especially on our Christmas Family
Days. We catch up with his mum,
Caroline, to look back on their first
Sense Christmas.

Are you happy to be kept up to date
with news and events via WhatsApp?

Please keep in touch

No thank you

Consent collection
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Animals can't stop cruelty.
Together, we can.

Looking at Lara today, you would
never believe the horror we rescued
her from.

Every summer, we see a peak in
cases of cruelty to animals. They
can’t speak up. They can't fight back.
But we can.

Watch Lara's video below:

(@ https://cy.mba/RSPCA

With your help, we can cancel out
cruelty - and rescue more animals in
desperate need. We will always be
there to help animals in desperate
need. But we rely on your donations
to do it. And now more than ever, we
need everyone who can to take
action.
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Supporter content
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Keep me posted! «

Thanks so much for joining the
Humane Society's WhatsApp
Community.

-

We are a leading force for animal
protection, with active campaigns to
protect British wildlife. We'll keep you
up to date with news and events.

Firstly can we take your First Name?
Jane

Great, thanks Jane! And your
surname?
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Supporter data capture
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We are Sense - supporting everyone
who is deafblind or has complex
disabilities. We believe everyone
should be able to take part in life, no
matter their disability.

This year, the star of our Christmas
appeal is Thomas. His journey with
Sense has been filled with merriment,
especially on our Christmas Family
Days. We catch up with his mum,
Caroline, to look back on their first
Sense Christmas.

Are you happy to be kept up to date
with news and events via WhatsApp?

Please keep in touch

No thank you
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Charity WhatsApp campaigns o4

Fundraising: Appeals 4
Updates: News & stories
Events: Registration, Location, Updates

Engagement: Supporter & volunteer journeys

+ + + + +

Supporter Service: Donation confirmations & queries
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-+ Improve your supporter experience

-+ Understand conversation categories

Spike Bowen

-+ How to choose conversation types

cm
Head of Account Management
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Improve the Supporter Experience with WhatsApp ‘ "

®,
(N
Connect With Supporters

Offer world-class Supporter service and
minimise friction in the supporter
journey on their favourite messaging

app
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Initiate More Conversations

Reply to incoming messages with
message templates and provide opted-
in supporters with the info they need

Powerful Features

Take advantage of features such as

quick replies, appeals and updates for
effective communication with
supporters
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Z
Choose the conversation category to fit the message & 7
. 4 < +
Marketing/Fundraising Utility 4+

Marketing conversations relate to products/services, Utility conversations are directly related to a

including donations and appeals or any conversation transaction, including post-purchase notifications
that doesn’t qualify as authentication or utility. and recurring billing statements.

Authentication Service

Authentication conversations provide users one-time Service conversations are initiated by users; these
passcodes for authentication purposes. These can are typically about resolving enquiries.

occur at any stage of the user journey — such as Organisations can respond within the 24-hour
registration, account recovery, or integrity challenges. customer service window.
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z
Choose the conversation category to fit the message &g
;. 4 < +
Marketing/Fundraising +

Marketing conversations relate to products/services,
including donations and appeals or any conversation

that doesn’t qualify as authentication or utility.

Service

Service conversations are initiated by users; these

are typically about resolving enquiries.
Organisations can respond within the 24-hour
customer service window.
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Choose How Your Traffic is Counted

Monthly Active Users

For continuous engagement within a month with
supporters / event participants / volunteers.
This bundle counts unique users with whom

messages were exchanged within a month.

<y Weking | OQ Meta
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Conversations

For one-time chats with a clear start and end. This
bundle counts all 24-hour windows messaging
sessions to a unique user.

Messages

For sending out single messages with limited
responses. This bundle counts all outbound (MT)
and inbound (MO) messages.

ClearCourse'”

@ cYMBA



4
) +
+ O
()
v = 4 +
Channels
Service Cloud Marketing Cloud Conversational Al Cloud Applications
Tim Cummins Generative Al and Al Decision Engine Intelligence
cm
Technical Consultant
Customer Data Platform Data

End-to-end Al Driven Low-/No-code
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Expectations of supporter service: <
Low effort & high gratification 1
¥ v +
: g O
Fast (if not instant) first and Availability on the preferred Frictionless self-service
follow-up responses channels experiences
Instant gratification and issue Friendly, knowledgeable agents Personalized, contextual service

resolution experiences
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Our Generative Al engine
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Content

/

Knowledge Base
Articles

External API’s

Agent — End-User

Interactions

oo

File Uploads, e.g. PDF’s

\
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GENERATIVE
KNOWLEDGE

GRAPH
ENGINE

- secure & compliant -

SERVICE CLOUD &
WhatsApp Chatbots

Agent answer
suggestions

Fully Plug&Play

- monitor, control & report -
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Service Cloud I
Al-powered WhatsApp assistant v

+ ()
1 Dashboard Andy Clark X - 226 WO @
Andy Clark
Q v © snooze v > Forward v MG
% Add tag 4 I
«
Andy Clark © Oct 31,14:26
How can | donate?
Bot forwarded the conversation. OCT 31, 14:26
Bot  Tim Cummins
Automessage Oct 31, 14:26
Welcome to the WhatsApp Chat. We've received your WhatsApp message and are looking for the best person to help you with your
question. We typically reply within one minute.
4. CM Al Assistant | Suggested answer Oct 31,14:27 .

Donating is simple with a text message. Cymba offers text-to-donate services for numerous charities nationwide. Whether your charity is
fundraising on various platforms like TV, online, social media, or print, contributing to your cause is as effortless as sending a text. Setting
up and overseeing a text-to-donate campaign takes just seconds, and you can monitor income in real-time through Cymba's user-friendly
online platform.

€ Copy to left => Copy to right

@ ROBIN found sugg

A @ ROBIN found sug
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Service Cloud ¢
Al-powered WhatsApp assistant
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4 Dashboard Andy Clark <+ 02/6 won @ How can | donate? 7

Andy Clark
?Mmg Q v )( snoore v ) (> Forward v Welcome to the WhatsApp Chat.
We've received your WhatsApp
message and are looking for the best )
person to help you with your
question. We typically reply within
one minute.

Andy Clark © Oct 31,14:26
How cant denae? Donating is simple with a text
message.

Bot forwarded the conversation. OCT 31,14:26

Bot 2 Tim Cummins

Cymba offers text-to-donate services
Automessage Oct 31,1426 for numerous charities nationwide.
Welcome to the WhatsApp Chat. We've received your WhatsApp message and are looking for the best person to help you with your Whether your charity is fundraising
question. We typically reply within one minute. , : A
on various platforms like TV, online,
4. CM Al Assistant | Suggested answer Oct 31, 14:27 @ SOCiaI media, or print, contributing to

Donating is simple with a text message. Cymba offers text-to-donate services for numerous charities nationwide. Whether your charity is your cause is as effortless as sending
fundraising on various platforms like TV, online, social media, or print, contributing to your cause is as effortless as sending a text. Setting text. S tti d .
up and overseeing a text-to-donate campaign takes just seconds, and you can monitor income in real-time through Cymba's user-friendly a text. >e mg Up an overseelng a

online platform text-to-donate campaign takes just

€ Copytoleft - Copytoright seconds, and you can monitor
income in real time through Cymba's

N found suggested answer ~ user-friendly online platform.
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Q&A Request Slides /

Book a demo

Great
Place
To
Work

Certified

SEP 2022-SEP
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