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INTRODUCTION  

 

Facebook Messenger has grown beyond all recognition since its launch back in 

2014, with Facebook’s 2 billion + users adopting it in droves. It has now become 

the number one global messenger platform, with well over 1.2 billion users.   

 

 

 

Facebook Messenger for Business enables 

brands to start conversations with their 

customers in order to provide customer 

service, elicit feedback, as well as to target or 

retarget them through advertising.  

If you are interested in these areas of use and 

want to learn more, keep reading. 
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1. ABOUT FACEBOOK MESSAGING FOR BUSINESS 

 

Facebook for Business is about conversational commerce, enabling businesses 

to manage not just Messenger chats but also interactions from Instagram, 

Facebook, and the Audience Network through its integrated inbox and therefore 

bridging the gap between mobile and desktop. 

Features added to Facebook Messenger during 2017 (see below) make it the gold 

standard of chat software for business, features that just must be used for customer 

support. Consider the following statistics: 

• Live chat and in-app chat has the highest satisfaction rates (73%) in the 

industry and is the fastest growing form of customer support 

communication. 

• When making a complaint customers want an immediate response and from 

a real person. Expectations are high, with 42% of users expecting a response 

within 60 minutes.  Chat provides not only a fast response but also a 

personalized one once chat has begun.  According to Zendesk the average 

time for a rep to resolve a problem via chat is 42 seconds, an impressive 

figure I think you will agree.  

• Facebook Chatbots help to route chats to the right department and 

individual, reducing the human cost of customer service reducing waiting 

times. 

• Providing great service in response to a customer complaint on Facebook 

Messenger enables an immediate opportunity to show approval through 

social shares and likes. 

• Making complaints via Facebook Messenger is not too personal, what 

reps think is filtered, with no facial expressions or voice place no part in chat 

messaging. (Source - Edigitalresearch.com)  
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While the phone is still the most widely used resource for customer service inquiries 

and complaints, it is the second lowest rated form of customer support 

communication due to automated voice answering systems and long waiting 

times.  Only SMS service is rated lower.   

One interesting static found on Facebook’s Messenger for Business website is that 

56% of people would rather message than call customer service.  This is hardly 

surprising when you put yourself in the shoes of a customer waiting in a phone 

queue, it typically leads to distraction of the customer and disconnection by the 

agent when they find the person the other end is otherwise engaged.  Not only 

does the customer not get the answer they were looking for but they had to pay 

for the phone call, to then have to call again and wait again to get their answer. 

In comparison to the alternatives, Live Chat such as Facebook Messenger stands 

out as the best solution for customer support for the reasons mentioned above.   

Image source: Facebook 

It is the ideal medium to provide customer service, elicit feedback, as well as to 

target or retarget leads through advertising.  Keep reading to learn how. 
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2. THE EVOLUTION OF SOCIAL CUSTOMER SERVICES 

 

Customer support management (CSM) is no longer just customer support, but 

also about sales and marketing support.  The emergence of chat/messenger 

apps, and social channels like Twitter being used for the use of customer service, in 

combination with the rise of SaaS solutions such as CRM as well as advanced service 

desk technology, has provided the perfect conditions for rapid change, - 

operational roles are converging while others are becoming more specialized.   

Take sales as an example, by the time an interested customer contacts sales for 

support they have already been sold on the product through either online content 

such as white papers, blog content or product reviews. The typical reasons for 

prospective customers to contact sales directly is to inquire about the technical 

finer points and to quibble on price or service agreement.  This is increasingly done 

through Messenger.  Sales roles are no longer about outbound cold calling but 

rather sales fulfillment.     

New terms have emerged to describe this integrated Sales and Marketing 

department, - Agile operations, BizDevOps and from the marketing world - 

sMarketing.   

2.1. Best Practices in Messenger CSM (are also great for Sales) 

The exploding popularity of using messaging applications for ecommerce support 

is unmatched by the term which best describes it. The term conversational 

commerce was initially used back in 2016, but it has not really been widely adopted 

on an industry level, but for the lack of anything better, we will use it here. 
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1. Respond Quickly 

A recent survey found that 44% of online consumers said that having questions 

answered by a live person while in the middle of an online purchase is one of the 

most important features a website can offer. Customers require quick responses on 

chat, but also social media in general. In particular, slow response times for 

customer complaints destroys business reputation.  

• 52% will tell family and friends about their experience 

• 56% will never use the company again if you don’t respond quickly 

• 54% will escalate the issue 

Then there is the risk that a disgruntled customer will complain publicly, sharing 

their experience with potentially hundreds or thousands of people on social media 

and elsewhere, - while the rewards are great, so are the risks.  Yes, this is a scary 

thought but consider the flip side, - just by using Facebook Messenger as a support 

channel, customers can trust that you provide great service. How?  

As an extra incentive for business to provide great support, Facebook displays your 

business chat response speed right on your Facebook Fan page. While this is great 

for customers too, its great for business because it builds trust. 

 

2. Conversation Commerce 

The exploding popularity of using messaging applications for ecommerce support 

is unmatched by the popularity of the term which best describes it. The term 

conversational commerce was initially used back in 2016, but it has not really been 

widely adopted on an industry level, but for the lack of anything better, we will use 

it here.  

One of the best things about using Facebook Messenger for conversational 

commerce over the alternative chat platforms is customer availability, chats are 

frequently disrupted by external events, if using an alternative chat platform it is 
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unlikely that you will be able re-engage with the customer later.  With Facebook 

Messenger, it's easy since they are frequently already frequent users.   

That being said, it's important to ask for extra contact information. 

• Ask for an appointment (for demonstration/sales or support) 

• Always ask for a Telephone number and get them to subscribe 

• Do not rely on Chatbots, although useful to cut costs, always have support 

specialists available to answer queries. 

Another effective tool is an easy to use online support information resource that 

you can refer the customer to via a link, - in the event the question asked has been 

asked before.  Another useful tool is Skype, or Zoom, for demonstrating purposes, 

any widely used tool that has a feature enabling you to screen share.  Unfortunately 

at the time of writing Facebook does not have a screen share feature. 

 

3. Upsell 

When providing support, frequently it is a great opportunity to upsell your product.  

Knowing how the product and service can be used is key to advising interested 

customers in how to leverage the features/services.  In addition to sharing your 

insider knowledge, you also need to:- 

• Utilize coupon codes, use discount coupons and links to upsell. 

• Have personalized content (case studies/blogs/wiki sections) for each of your 

products/services for each of your types of user (persona’s). 

• Utilize a chatbot as an autoresponder.  Make upselling a part of the process.  

Common questions can be used to trigger responses that upsell 

products/services automatically. 
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2.2. Using Facebook Messenger + Chatbots for Ecommerce 

To use Facebook Messenger for eCommerce business you need to have a business 

Fan Page on Facebook, as shown below:  

 

Within this business fan page, you can install chatbots, these are extremely useful 

tools for dealing with simple questions, and to provide automated online support 

when your team is not available.   

In our case, we use ManyChat to direct customers and prospects to the right place 

and get their details, as shown below as well as other uses which are mentioned 

later.  
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There are many platforms available for creating simple Chatbots online, most of 

them require no coding.  Facebook even provides its own tools for creating a 

Chatbot via its Facebook Messenger Platform and provide a great online help 

resource to work through, however there are other tools that are much easier to 

use.  Probably the simplest options include the following. 

• Chatfuel – Free basic option for creating bots for Facebook or Telegram. 

• ManyChat – Facebook, Limited Free version. 

• ChattyPeople – Facebook + Slackbot 

• FlowXO (Messenger, Slack, SMS, Telegram and the web). This is the most 

versatile cross platform opinion on the market place.   

Several of these Chatbot providers provide a free option for simple question and 

answer bots, ManyChat for example provides unlimited broadcasts but limits 
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broadcast sequences and the number of custom fields to just three.  Facebook 

advertising is not possible with these free options and the platforms branding 

remains. 

The reason we liked ManyChat over the alternatives is that Facebook is really the 

only option necessary and they provide great support, with a video course for 

beginners.  

For more complex requirements pro options provide the ability to read and write 

databases, use APIs, and interact with files - some code is necessary for this, bots 

increase in complexity until the realm of artificial intelligence.  AI enables bots to 

adapt and create bespoke answers to visitor/customer enquiries. Conversations feel 

more natural than the simple programmed question and answers. 

You can also use Facebook Messenger to respond to anyone who sends you a 

message into your business’s integrated Messenger inbox. 

 

 

Messages are compiled together into a single chat stream (unified inbox) shown 

on the left-hand side of the next image.  

https://www.optimonk.com/?utm_source=ebook&utm_medium=banner&utm_campaign=messenger-for-ecommerce


FACEBOOK MESSENGER MARKETING for eCOMMERCE   |   www.optimonk.com 12 

 

It brings together reviews, comments, and messages sent via Facebook, Instagram, 

and Messenger, on both mobile and desktop.   

It includes what can only be described as a lightweight Social CRM providing users 

profile to assess before further contact (image above on the right-hand side).   

The ability to reply to the public wall, post comments inside the inbox and mark 

them as either ‘Done’ or ‘Follow Up’ are also useful. You can also assign them 

to users or teams. 
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3. MESSENGER MARKETING – THE NEXT REVOLUTION 

 

As an eCommerce provider, you are probably reading this and wondering what all 

the fuss is about, especially if you have already been using an alternative chat 

service provider.  Well, the hype is not just hype, it’s never easier to build a 

subscriber list that you can later leverage to retarget. The same cannot be said 

for the alternatives. 

Facebook's new Messenger Ads, makes it easy to reach subscribers, and “sponsored 

messages”, help to start conversations, with the aid of chatbots it provides business 

a powerful tool to distribute updates or messages to Upsell, cross-sell items to 

anyone already engaged with on Messenger (subscribers). 

Messenger applications have the highest rate of engagement of any channel. 

Why not other messenger apps you might ask, well it’s a simple numbers game, 

Facebook Messenger has by far the most users, and therefore by using Facebook 

Messenger you have by far greater reach.  According to some surveys, a whopping 

90% of people believe recommendations from friends with 70%+ of people more 

likely to buy based on social media referrals. Great support converts to great 

reviews which in turn brings more sales.  Where else but Facebook can customers 

share their buying experiences with their friends and family, whether good or bad. 

The growth of Messenger marketing is a direct response to consumer preference 

of chat over other forms and channels of communication.  Consumers are moving 

away from using Email, SMS and phone calls for support, since chat and social are 

more convenient.  
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The hidden value of adopting Facebook Messenger today, for the purpose of 

website customer support is to build your subscriber list for the next 

revolution in Digital marketing – Messenger Marketing.  

The top 4 messaging applications now have more engagement and use than the 

top 4 social media platforms. 

From our experience for traffic coming from Mobile messaging 

• provides the highest eCommerce conversion rate 

• provides the highest engagement rate (Avg. Session duration) 

• provides the lowest Bounce rate 

• last but not least, it provides the highest click rate of any source of traffic. 

Messaging has the Instant delivery and attention of text messages but has the 

behavioral automation of emails, this combination is the secret sauce that is 

driving the Messaging Marketing revolution.  On average, smartphone users 

check their messages 14 times a day, enabling businesses to achieve an astounding 

80-90%+ open rates. 

3.1. How to Grow Your Facebook Subscriber List? 

The best strategy to grow your Facebook subscriber list is to mirror consumer 

behavior and target them accordingly.  Consider, a new growth trend is that users 

are starting the purchase journey on mobile chat platforms, and then purchasing 

later on desktop computers.  Therefore, it makes sense for a brand to engage users 

on mobile messaging apps first in order to raise awareness and then later to re-

engage subscribers later on both tables and desktops using secondary advertising.  

A good example for this is onsite retargeting on eCommerce websites. 
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Onsite retargeting services have begun to see the potential of Facebook Messenger 

and have started to create popup messages for both mobile and desktop use-cases.  

These are specifically designed to add users to a Facebook Messenger list. These 

are used in a variety of ways to cross-sell, upsell and get users subscription details 

before leaving eCommerce websites through user intent detection. Below is an exit 

intent example. 

 

Although most messenger chatbot applications are not designed specifically for 

eCommerce, we have teamed up with Recart to provide the first eCommerce 

chatbot for Shopify users.  Recart and OptiMonk can be used to send out messages 

in bulk to your Facebook page subscriber list, to re-engage customers who have 

abandoned the checkout process for example.  
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Popups and messages designed to capture users to a Facebook Subscriber lists are 

an invaluable tool for any business with a Facebook page.  These come as part of a 

service referred to as Onsite Retargeting, which we supply here at OptiMonk, 

assisting those embarking on a Facebook Messenger Marketing Strategy (FMMS).  

We have created a dedicated guide for Onsite Retargeting, continuing on from 

where this introductory guide ends. 
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CONCLUSION 

A fundamental shift towards business messenger communication is underway, 

beginning as customer service revolution and continuing far beyond as business 

adapts to changing consumer behavior.  Consumers are increasingly demanding 

more from their chosen brands, a conversation, and a relationship that they can 

feel a part of and contribute to.   

By engaging with consumers, businesses can benefit greatly from feedback 

supplied in a conversational manner, enabling the production of better products.  

It’s a win-win for both business and consumer since businesses win loyalty, and 

customers get better products which results in happy customers, which buy more. 

Businesses must innovate and adopt customers preferred method of 

communication to remain relevant, the failure to do so is to lose market share to 

competitors, - to those who are willing and able to innovate. So, today is the best 

time to start building your Messenger list – these new Messenger popups make it 

easy for you to get started.  
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 START FB MESSENGER MARKETING TODAY! 

  

Get 87% Satisfaction Rate 

with Facebook Messenger 
Try OptiMonk for 14 days free of charge,  

Use your Facebook subscriber list for marketing. 

 
Do you have any questions?  

Schedule a FREE consultation if you'd like to get the most out of your 

website by leveraging the power of Onsite Retargeting.  

Simply click here to book your session. 

TRY OPTIMONK FOR FREE  
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