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Introduction

This E-Book will explore the benefits of 
multichannel communication for eCommerce 
businesses, provide practical tips and strategies for 
implementation, and show you how to use these 
channels to drive sales, build customer loyalty, and 
grow your business. We’ll explore channels like SMS, 
RCS, WhatsApp, and video chat to show you how 
modern brands power their processes.

Mobile Communication Channels

eCommerce brands were born from a desire for a 
more convenient shopping experience, and the 
customer communication experience must be just as 
seamless. Therefore, many eCommerce brands 
leverage four popular mobile channels: SMS, RCS, 
WhatsApp, and Video Chat.
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Studies have shown a significantly higher click-through rate 
(36%) on SMS campaigns than on email campaigns (6%), 
making it particularly attractive for businesses seeking to 
maximize their return on investment. By using segmentation 
and personalization within campaigns, you can create 
messages tailored to each customer's needs and point in the 
purchasing journey, and this practice results in higher 
conversion rates.

Easy opt-in: 
SMS opt-in provides eCommerce brands with a 
straightforward and convenient way for customers to sign up 
for their services or receive notifications. By sending a simple 
text message containing a keyword, customers can quickly 
and easily opt-in without entering personal information or 
completing any registration process. These messages save 
the business valuable time and resources while providing an 
easier way to engage with customers.

Real-time updates: 
SMS allows eCommerce brands to deliver real-time updates 
about their products, order statuses, and shipping 
information. These updates are essential for time-sensitive 
purchases, such as limited-time offers or flash sales.

Secure Authentication:
SMS opt-in provides eCommerce brands with a powerful tool 
to ensure the security of their customers' accounts and 
transaction data. By leveraging two-factor authentication 
(2FA) and one-time passwords (OTPs), eCommerce 
businesses can add an extra layer of security unavailable 
through other communication channels, such as email or 
social media. 

Increased Customer Loyalty: 
SMS messaging can help build strong customer relationships 
by providing personalized and timely communication. 
E-commerce brands can create loyal customers by sending
targeted messages based on customer behavior, preferences,
and purchase history.
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SMS

Benefits of SMS for the eCommerce Sector



For eCommerce businesses looking to implement a 
successful multichannel strategy, SMS is an ideal solution. 
Here are many ways you can leverage this powerful tool for 
your business.
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1. Order Status Updates

Inform customers of real-time order status updates from 
purchase to delivery to keep them in the know, increasing 
customer satisfaction and providing helpful information 
during their shopping journey.

2. Personalized Messaging

You can use SMS to send personalized messages. 
Segmentation involves sorting customers into different 
groups based on behavior, demographics, preferences, 
purchase history, and more so you can target them with 
more relevant messages. Automation allows for sending 
automated messages based on triggers such as an online 
purchase or abandoned cart. This way, you can send your 
customers more timely and tailored messages.

3. SMS and Social Media Integration

Consider integrating SMS with social media channels such as 
Facebook and Twitter to provide customers with a seamless 
multichannel experience. For instance, you can send an SMS 
with a link to your Facebook/Instagram page, where 
customers can find more information about your products or 
services, engage with your brand, and get updates on 
upcoming promotions or events. This integration allows 
customers to interact with your brand across different 
platforms, making it easier for them to stay connected and 
engaged with your business.

4. Cart Recovery

Use SMS to recover abandoned carts by collecting 
customers' phone numbers, setting up an automated 
campaign, and sending personalized messages with a link to 
the cart and a possible discount. Monitor and optimize the 
campaign to increase its effectiveness and boost your 
eCommerce revenue.

Four Ways to Use SMS

Hey John, Yay! Your order has 
been shipped. Keep track of 
your delivery here:
h�ps://ashcourier.com/track

Shoppers HubS

Hey John, your shopping cart 
is missing you. Check here: 
h�ps://shoopershub.com/xx
to complete your purchase. 

Shoppers HubS



Examples of Successful SMS 
Campaign Implementations 
in the eCommerce Industry
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Hydrant

Hydrant, a brand that offers rehydration packets, enables 
shoppers to re-order products via SMS. First, the brand 
conveys this information to shoppers on their order 
confirmation page. Then, depending on the amount ordered, 
Hydrant will send a friendly, optimally timed text message 
asking the customer if they want to re-order.
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Pür

Pür, a makeup brand owned by Astral Brands, sends up to 
two text messages a week and has maintained that 
frequency since the pandemic, with a shift in messaging 
focus towards the quality and benefits of its products. After 
this strategic move, the company experienced a 20% 
increase in new subscribers signing up via its website. Pür 
intends to continue with this long-term strategy.

20% 
increase in new 
subscribers 

Pur Beauty: Get $10 off on 
your order TODAY at 
h�ps://www.purbeauty.com for 
International Women’d Day! 

PUR Beauty
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RCS allows users to take advantage of previously exclusive capabilities of 
OTT messaging apps directly within the messaging app on Android 
devices. In addition, RCS offers customized branding, suggested 
responses, action buttons, and much more. With RCS, the native 
messaging suite becomes a place where users can do everything from 
booking a flight ticket, ordering a pizza, and shopping online.

Benefits of RCS for eCommerce

Enhanced Customer Experience

RCS messaging offers an improved customer experience 
through its advanced multimedia capabilities, such as 
viewing images and videos, interacting with buttons, and 
more. These features allow for a deeper conversation 
engagement, providing customers with a more interactive 
and engaging experience than traditional text-only messages. 

Increased Engagement

This messaging channel provides customers with a more 
personalized, interactive experience that facilitates 
transactions. Customers can take actions directly from the 
message, such as making purchases or booking 
appointments, without switching apps or navigating 
websites. This streamlined process encourages customers to 
engage with your business and offers greater convenience.

Improved Brand Image

Rich media capabilities enabled by RCS technology can help 
e-commerce businesses gain a competitive edge and present 
a sophisticated, professional image.  By leveraging the 
benefits of advanced messaging solutions, your business can 
stand out from its competition and provide customers with 
an enhanced experience.

RCS

 

More Info More Info

S

Nearly 80% of consumers find RCS appealing, and 74% say RCS would 
make them more likely to want to communicate with a brand. -(GSMA)



 

WallCart

LOWER
VAILSBURG

STREET

W

Hi John, the items you 
enquired for are available 
for purchase at this branch.

OPEN IN MAP

Three Ways to Use RCS

© 2023 Kaleyra Inc. All rights reserved. 9

1. Product Carousels

With RCS, e-commerce brands can create product 
carousels that allow users to browse products and 
make purchases directly within the messaging app. 
This feature can be handy for brands promoting 
multiple products or sales within a single message. 
For example, a brand can create an RCS message that 
showcases different styles of clothing or accessories 
in a carousel format, allowing customers to browse 
and select items they're interested in quickly.

2. Location Maps

Brands can also use RCS to provide maps that help 
users locate nearby stores or pick-up locations, which 
can be especially helpful for brands with 
brick-and-mortar locations, as it can help drive foot 
traffic to physical stores. For instance, if a customer 
is near a brand's physical store, the brand can send 
them an RCS message with a map and directions to 
the store.

3. Interactive Content

RCS allows brands to create interactive content within 
messages, such as quizzes, surveys, and polls. It can 
be a great way to engage users, gather feedback on 
products and promotions, and gather valuable 
customer preferences and behavior data.

 

Style Store

It’s all new for winter! Shop 
our new arrivals below.

$79.00- Trench Jacket

View More Details
Find Nearest Store

$58.00- Relaxed Fit Hoodie

View More Details
Find Nearest Store

$100.00- Posh Coat Dress

View More Details
Find Nearest Store



10© 2023 Kaleyra Inc. All rights reserved.

Examples of Successful RCS
Campaign Implementations in
the eCommerce Industry

Overstock

Overstock is an American eCommerce chain 
providing a wide selection of home decor 
and furniture products. To facilitate user 
experience, the company has developed an 
RCS chatbot that allows customers to 
explore the options on Overstock 
interactively. Users can respond quickly 
using the suggested responses and have a 
look at the products via Images added to 
the chatbot message.

Sephora

Sephora is a well-established beauty and 
cosmetics retailer that leverages the power 
of RCS messaging to engage customers and 
promote its products. Using purchase data, 
Sephora sends personalized messages to 
customers featuring new products' latest 
images and videos, allowing them to 
purchase directly within the messaging app. 
This innovative approach to customer 
engagement and product promotion has 
enabled Sephora to increase customer 
loyalty and drive sales.

Sephora

Use an exclusive promo 
code HNY 2023 and get 
20% o� on your �rst order 
in the new year!

Overstock

Yay! We are so happy that you 
love your new outdoor seating set! 
Lets celebrate.

Product Survey
Please review your 
recently delivered 
outdoor seating set 
and we will credit $5 in 
rewards to your 
account.

 



Subway

Subway, the world’s largest fast-food chain, sought to establish a 
more personal connection with its customers and increase 
engagement and sales. To do so, they embraced RCS messaging 
for their promotional campaigns. Accordingly, Subway compared 
the results of the A/B test between traditional SMS campaigns and 
those sent by RCS. 

The content for the campaigns remained consistent, though the 
RCS version included Subway’s logo, product images, and buttons. 
The first offer was for their most popular sandwiches priced at 
$11.99, and the second was a $20 meal deal.
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Outcome: The RCS messaging campaign was a huge success. 
The conversion rates were 140% higher for the RCS promotion 

than for the SMS promotion. 

Subway

Free 6-Inch Sub w/ Any FVM 
Purchase
Get a FREE 6-inch with a fresh Value 
Meal purchase only @SUBWAY. 
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High Engagement Rates

WhatsApp has an open rate of over 70%, significantly higher 
than email (20%), which means your customers are likelier to 
see your messages, leading to higher engagement rates and 
better results. Additionally, WhatsApp allows you to segment 
your audience to send personalized messages and offers to 
specific groups of customers.

Quick and Easy Customer Support

With WhatsApp, businesses can provide quick and easy 
customer support by responding to questions in real-time. 
This allows customers to get help quickly without waiting 
hours or days for a response. WhatsApp also provides 
businesses with the ability to store customer conversations 
so that they can track conversations over time and provide 
better customer service.

Seamless Sales Process

WhatsApp now allows businesses to accept payments via 
their app, streamlining the purchasing process for customers 
and enabling companies to send tailored offers or discounts 
directly through the platform. Integrating Whatsapp into your 
existing marketing stack can drive increased sales and 
provide a more convenient experience for consumers.

WhatsApp Business API is disrupting the eCommerce sector, enabling 
companies to reach the right audience through effective and affordable 
communication quickly. By leveraging its immediacy and scalability, 
eCommerce brands can enhance customer engagement with 
promotions, offers, and updates. 

The WhatsApp Business API provides eCommerce businesses with a 
comprehensive customer experience platform, allowing them to 
interact with customers in real-time and manage their relationships 
more effectively. It integrates seamlessly with existing CRM systems to 
give brands powerful analytics insights and the ability to strengthen 
engagement and communication with customers. By leveraging this API, 
businesses can improve customer interactions and ultimately enhance 
their bottom line.

WhatsApp API

Benefits of Using WhatsApp for
eCommerce Businesses



13© 2023 Kaleyra Inc. All rights reserved.

How Can Your Brand Use WhatsApp Business

Multilingual Service

WhatsApp's global presence in 180 countries, including 133, where it is the 
messaging leader, makes it an ideal platform for eCommerce businesses 
to communicate with international customers. Creating a bot flow in 
customers' native language can help you win over clients and solve their 
issues quickly. This unique feature allows you to automate customer 
service, reduce response times, and increase customer satisfaction.

Get Real-Time Feedback

WhatsApp can gather real-time customer feedback through personalized 
messages and Quick Reply buttons. WhatsApp's high open and 
engagement rates make it a unique channel for feedback, and 
businesses can also offer incentives such as discounts for completing 
surveys. Real-time customer feedback helps improve the quality of 
products and services and make data-driven decisions.

Process Sales & Accept Payments

With WhatsApp, your brand can now process sales and accept payments 
directly through the app, which makes it easier for customers who no 
longer have to leave the app to complete a purchase or payment 
transaction. 

For eCommerce businesses, leveraging WhatsApp can be a great 
way to engage customers and drive sales. Here are some 
effective campaigns to leverage WhatsApp for your business:

FAQs:

You can use a WhatsApp bot to answer generic questions about refunds 
and delivery and direct clients to the right products. This feature takes 
the pressure off the customer support team and helps customers avoid 
browsing pages of FAQs. In addition, the bot can provide quick replies 
and rich media to enhance the customer experience.
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Examples of Successful WhatsApp
Campaign Implementations
in the eCommerce Industry
OTTO

OTTO is a famous European eCommerce brand. However, 
the company wanted to create a better customer 
shopping experience and sought to improve its support 
channels.

Previously, their support team used to handle customer 
complaints and product-related queries via email/calls. 
The process was tedious and time-consuming. OTTO 
wanted to open a direct dialogue with its customers by 
providing a user-friendly channel that they could use to 
connect with the customer service team instantly.

As part of the process, OTTO trained its customer support 
team and set up service centers to handle WhatsApp 
requests after integrating WhatsApp Business API into 
their systems. 

With WhatsApp, OTTO's customer service agents were 
able to interact with customers in a direct and personal 
manner, thereby resolving their issues much faster. As a 
result, there was a 15% decrease in average handle time 
for simple customer requests compared to email.

15% decrease 
in average handle time for 
simple customer requests 
compared to email.

As a result, there was a 



Over the last few years, online commerce has experienced 
rapid growth as more businesses leverage technology to 
meet customer needs. In addition, as shoppers move away 
from in-person interactions, technologies like video chat 
have emerged with great potential to revolutionize 
eCommerce. 

Video chat allows brands to offer direct and personalized 
customer support, ensure product authenticity, and 
contribute to improved customer satisfaction. In addition, by 
combining emerging technologies like artificial intelligence 
and facial recognition into video chat, eCommerce retailers 
now stand a greater chance of bringing down acquisition 
costs and increasing the likelihood of retaining customers.
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Video Chat
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Enhanced Virtual Shopping Experience

Video chat allows you to offer virtual shopping experiences 
to customers, providing them with personalized advice and 
assistance from sales representatives or stylists. With smart 
glasses, customers can see products from different angles 
and better understand how they look or fit before 
purchasing. This results in an enjoyable shopping experience 
from the comfort of their own homes.

Personalized Sales Assistance

With video chat, you can offer customized sales assistance 
to customers anywhere in the world. Sales Representatives 
can guide customers through product catalogs and answer 
questions, building trust and increasing loyalty. In addition, 
screen sharing and co-browsing allow customers to guide 
customers through the purchasing process and address 
concerns. This level of personalized service helps customers 
make informed purchase decisions and enhances the 
shopping experience.

Quicker Time-to-Resolution 

Using video chat for customer service is a fast and efficient 
way to resolve customer issues. It eliminates the frustration 
of long wait times and repetitive interactions with multiple 
agents or systems. Video chat explains complex issues 
easily, resulting in shorter wait times and increased 
customer satisfaction, leading to better brand loyalty.

Competitive Advantage

Implementing video chat within your communication system 
can give your brand a significant competitive advantage by 
providing customers with an innovative shopping experience. 
It also helps improve brand recognition as customers will 
remember a company that offers this type of service 
positively compared to those that don't.

The Benefits of Using Video Chat
in eCommerce



Video chat can help engage customers and provide a 
personalized shopping experience in various scenarios. Here are 
some practical ways to leverage video chat for your business:

Real-Time Product Demos

You can use video chat to give real-time product demos, which is 
excellent for selling complex products that require explanation 
or demonstration. This feature can help build trust and 
confidence in the product, increase the likelihood of a purchase, 
and allows you to address any questions or concerns that 
customers may have in real-time.

Personal Consultations

Personal consultations to provide expert advice or customer 
recommendations are a great use of video chat. They can be 
especially beneficial if you sell products requiring specialized 
knowledge or customization, such as skincare or home décor. 
Personal consultations can also help build a stronger relationship 
between you and the customer, leading to increased loyalty and 
repeat purchases.

Virtual Events

E-commerce businesses can also use video chat to host virtual 
events, such as product launches, webinars, or Q&A sessions. 
Virtual events allow businesses to connect with a wider audience 
and provide a more immersive experience. They can also help 
gather customer feedback and insights in real-time, leading to 
more informed decision-making.

Remote Technical Support

Use video chat to offer remote technical support to customers 
experiencing issues with your product, which makes it invaluable 
for businesses that sell technology products such as computers 
or smartphones. Remote technical support allows you to 
troubleshoot problems in real-time, increasing customer 
satisfaction and reducing the need for costly in-person support.

How Your Brand Can Use Video Chat
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Examples of Successful Video
Chat Implementations in the
eCommerce Industry

Lululemon

Lululemon is a famous athletic apparel brand that uses video 
chat to provide customers with personalized shopping 
experiences. The brand offers a virtual shopping service 
called "Virtual Shopping Experiences" that allows customers 
to book one-on-one video chats with a Lululemon expert 
who can help them find the right products and sizes.

Here are some examples of eCommerce brands that use video 
chat as part of their marketing and customer service strategy:
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Warby Parker
Warby Parker is an eyewear brand that uses video chat to 
provide customers with virtual try-on experiences. For 
example, the brand offers a virtual try-on service called 
"Home Try-On" that allows customers to order up to five 
pairs of glasses to try on at home and then schedule a video 
chat with a Warby Parker expert to get feedback and advice 
on which glasses to choose.
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IKEA

IKEA, a home furnishings company, 
uses video chat to provide virtual 
design consultations to customers, 
helping them plan and design their 
space from the comfort of their 
homes.
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Final Thoughts
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eCommerce businesses must prioritize multichannel 
communication to stay competitive and meet the evolving 
needs of their customers. By leveraging the power of SMS, 
RCS, WhatsApp API, and WebRTC/video chat, brands can 
provide personalized and engaging customer support, 
improve the customer experience, and increase sales and 
revenue.

Throughout this E-Book, we've explored the benefits of each 
channel and provided best practices and examples of 
successful implementations in the eCommerce industry. By 
following these tips and strategies, you can create a 
comprehensive multichannel strategy that meets your 
customer's needs and helps drive revenue growth.




