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BEFORE WE START

There are a few essential requirements to take into consideration when initially engaging with
the Customer about WhatsApp Business.

Understanding the status of your Facebook Business Account and if the account has been
successfully Verified by Facebook. This will ensure a seamless start to onboarding the
Customer onto the CM.com WhatsApp Business platform.

Facebook is particular about which verticals they will consider granting permission to, for a
WhatsApp Business Account. Familiarise yourself with the Commerce and Business Policies.

1. Do you have a Facebook Business Account?

Who is responsible: The Customer

How do | know if we have one? If your company already manages advertisements, events or
has an official Facebook page or Instagram account, then possibly you already have a FB
Business Manager account. Make sure to check with different departments within your
company, before making a new one.

YES Great News, you will be able to provide your Facebook Business Manager ID when
required.

Please provide your Facebook Business Manager ID - this is how and where you can find it

e https://www.cm.com/help/4605/where-is-my-facebook-business-manager-id/
e Log into your Facebook Business Manager

o Select Business Settings

e Select Business Info

R
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NO

e Below the Business Manager Info and Company Name, you will find your Business

Manager ID
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CM.com

35 Manager |D: 24!

® Appe

407229

Busine

7 Instagram Accounts
Primary Page: None

& Line of Busingss

WhatsAgp Accounts

& Projects Business Details
«» Data Sources »
Business © Verified
Verification el
) Brand Satety ’ Status Apr s, 2079
B} Registrations » Lagal Name of
Business
&£ Integrations »
Address

& Payments

Business Phone

£ Security Center
Website
¢ Requests Tax 10
Notifications
Business Options
& Business Inf
Two-Factor Require a login code to access Business Manager from unknown
(2) Setup Guide Authentication browsers.

What do | do? Easy, go to Facebook Business Manager to get started.

e https://www.facebook.com/business/news/Business-Manager

¢ O @ A hitps//businessfacebookcom ¥| & L B -

B
I3 Business Manager

Business Manager

(1] "O'O
Il

e Select Create Account

e Ensure you use the correct and valid Business details when creating the Account

in Facebook Business Manager
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2. 1Is

your Facebook Business Account Verified?

Who is responsible: The Customer

All WhatsApp accounts require a Verified Facebook Business account in order to be able to
use WhatsApp Business messaging. Why you need to complete this?

YES

NO

To make sure a company really exists.

To confirm that all your Facebook resources like Facebook pages, Instagram and
WhatsApp accounts and Facebook ads can be linked to your business.

To ensure at least 2 employees, have access to the business accounts with their business
emails registered, not personal emails. Should one person leave, your company,
someone else will still has access.

The business must initiate the verification process themselves as it requires company
specific documentation.

A Business verified account does not entitle you to: An Official WhatsApp

Business account (a green checkmark in the WhatsApp app) or a verified Facebook

page (blue checkmark next to your Facebook page)

Great News, let us continue with the journey.

| do not know, where do | check?

e In your Facebook Business Manager account, select Business Settings and then
Security Center
e You will see the below image confirming Business Verification and a date

a

+  Account Security

Set up two-factor authentication for Business Admins are active
Manager
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" Verification Verification

© Business Verification

I s ey b b Business Verification
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NO Business Verification is not complete

e |f the below screen is available for you to complete, you can proceed and initiate
the process, enter the information about your business (as per image below) and
attach the correct documents when prompted. This information is only for
Facebook, consumers will not see it. To see which types of documents are
accepted, the following link is important.

e https://www.facebook.com/business/help/2058515294227817?2id=180505742745
347

e |f the below screen is not available, you will need CM.com to apply for a
WhatsApp Business Account first and then proceed with completing the above.

= A

Stin skt Eaw

...........

e You will need to verify your contact information via phone or business email.
e Once completed, you will receive a message confirming the submission of the
business information.
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e The submission status will be reflected in Business Verification card located in
Security Center. When the Facebook team completes verification, you will receive
a notification and the status will change to “Verified.”

ThEn e 41 BUIITATING T4 DUSEEE VETECANOn SATRl

3. Important Links for WhatsApp Business

Who is responsible: The Partner, the Customer and CM.com

WhatsApp has rules and regulations that you as the Partner, need to be familiar with to keep
the Customer informed, when building products and services around the WhatsApp Business
products.

e WHATSAPP BUSINESS COMMERCE POLICY
https://www.whatsapp.com/legal/commerce-policy

e WHATSAPP BUSINESS POLICY
https://www.whatsapp.com/legal/business-policy

e BUSINESS SOLUTION TERMS
https://www.whatsapp.com/legal/business-solution-terms

e BUSINESS TERMS AND POLICIES
https://www.whatsapp.com/legal/business-terms

e DATA PROCESSING TERMS
https://www.whatsapp.com/legal/business-data-processing-terms

e BRAND GUIDELINES
https://whatsappbrand.com
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GETTING STARTED

Once the Commercials are discussed, Contracts signed and Effective billing dates agreed with
your Business Development Manager / Account Manager, the successful onboarding of the
CM.com WhatsApp Business Account can begin.

It is best to provide all the correct information to create the WhatsApp Account and Profile to
avoid any delays.

4. Prerequisites

e Do not create a new Facebook Business Account if your company already has one
(to manage Facebook ads or Facebook pages).

e The account must belong to the company on whose behalf you want to send the
messages. If you are a software integrator, you cannot use your own Facebook
Business account.

e |f an Agency manages the Facebook Business account, the Agency Facebook
Business Account details can not be used. A new stand-alone account must be
created only for the WhatsApp Profile. No billing or other features must be
associated with the stand-alone Profile.

e OPT IN Requirement

If a communication is to be sent, outside the customer care window, an opt-in is
required. Once you have obtained the opt-in, you can send the customer one of the
templates you have had approved by WhatsApp.
https://developers.facebook.com/docs/whatsapp/guides/opt-in

5. Onboarding Journey with CM.com

Who is responsible: The Customer, the Partner, your CM.com Customer Success Manager &
Business Development Manager| Account Manager

STEPS to be completed to ensure an efficient and successful onboarding of the CM.com
WhatsApp Business Account.

¢ Communication: Identify the key stakeholders, that we will communicate with during
the onboarding process. Regular updates will be shared during the process.

e Timelines: We can have the WhatsApp Business account approved and ACTIVE with
in 7- 10 working days, only if all the information provided is correct before we start
the onboarding. This will avoid any rejections from Facebook.
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How will you connect to the CM.com Platform? Via APl and or via CM.com

Customer Contact.

Onboarding overview: Each STEP, associated activity and who is responsible to

complete the activities is provided upfront post receiving all the documents.

Example of the WhatsApp Business Onboarding Overview

STEP 1

STEP 2

STEP 3

STEP 4

STEP 5

STEP 6

CUSTOMER WhatsApp_
'PACKAGE SELECTED'
Effective Date (Billing):
Example 1 January 2020

ACTION

Load Contract & create WhatsApp Profile &
Account in CM.com Systems for CUSTOMER

Create WhatsApp profile in Facebook

Manager

Accept CM.com can send on your behalf

Complete Facebook Verification

Assign +27XXXXXXXXX to the Facebook
Business Account & Name
(FB 2- 4 days)

Number Verification with One Time Pin (OTP)

How are you Connecting - APl or with the
CM.com Customer Contact

Status
Onboarding

RESPONSIBLE

CM.com

CUSTOMER
CM.com

CUSTOMER

CUSTOMER

CM.com

CUSTOMER
CM.com

CUSTOMER
PARTNER
CM.com

BUSINESS USE CASE: To be shared

DETAIL

COMPLETE Creating WhatsApp profile & COMPLETE setting up
Contracts

COMPLETE - Facebook Manager has accepted the Facebook
Manager ID provided

Click here https://www.cm.com/help/4906/approving-
messaging-on-behalf-of-request

Click here https://www.cm.com/help/4927/completing-
facebook-business-verification

NOT STARTED Facebook Rules to consider for the Display name:
https://developers.facebook.com/docs/whatsapp/guides/displa
y-name

NOT STARTED An OTP will be sent to +27XXXXXXXXX by
Facebook. IF the number is provided by the Customer, CM.com
can assist with completing this step. IF the number is provided
by CM.com we will complete this step.

NOT STARTED Partner developing an APl and workflow or
Connecting to our Customer Contact
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6. Creating a new WhatsApp Business Profile in Facebook Business
Manager for a Customer

Who is responsible: The Customer to provide the correct information and CM.com to create
the Profile.

A new WhatsApp profile is created in Facebook Business Manager by CM.com for the
Customer.

e Facebook Business Manager ID - A reminder where | can find this?

e https://www.cm.com/help/4605/where-is-my-facebook-business-manager-id

e Log into your Facebook Business Manager

e Select Business Settings

o Select Business Info

e Below the Business Manager Info and Company Name, you will find your
Business Manager ID

facebook
Home

(%) Create Ad
@ Ads Manager
8 Business Settings
CM.com
&

44 Events Manager

Set Up Your Business Man

@ cmeom -
& o Q@ [0}

¢ WhatsApp information Form 100% Correct and Complete - provided to you by
your Business Development Manager/ Account Manager @ Commercial discussion
phase. Information we need to initiate the set-up of the account is provided in this
form.

e Company Information

¢ WhatsApp Channel Information

e Profile Image: 640x640 resolution | jpeg
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7. Creating a WhatsApp Business Channel with CM.com

Who is responsible: The Customer to provide the information and CM.com to create profile in
Channels.

The correct information in the WhatsApp information Form and CM.com to create the
Business Channel Account on the CM.com platform.

8. Granting CM.com permission to send WhatsApp Business messages
on behalf of the Customers

Who is responsible: The Customer

After CM.com has requested a WhatsApp Business account for the Customer from Facebook, a
notification to grant CM.com permission to send messages on your behalf, will need to be
approved.

Where do | do this?

e Go to your Facebook Business Manager

e Select Business Settings

e Click the option Requests

e Select the section Received and Approve the request

o Dt e
-

- ABC Sabution Pravider iwie0 pos 20 rmanksge o7 besef ol § v m
Ll ] Whandor soozert Frash Predecs

Iraatatin g
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9. Facebook Business Verification - complete and confirm Verified

Who is responsible: The Customer

e As detailed in Point 2 this can be confirmed by checking in your Facebook Business
Manager under Business Settings and then Security Center

D Usen »  Account Security
B Accoumts

. Set up two-factor authentication for Business Admins are active

Pages o
G . o gt 34 Rt n -
3 accaure s e e i i o Mot Avgelany rewEw them 23 Maks ne they 1 need acTest
T weagn Mo
Yesre
W Cammertie Micomsts m
& trew Sorme
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.
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O Beang Satvey .
R o | ot ] Business Verification

" - Verted on an 24 200

Vew Oetads

10. The WhatsApp Business Display Name and Account Approval

Who is responsible: The Customer

All Display Names for the WhatsApp Business Profile must have a relationship with the

Business applying for the account and comply with the Facebook Commerce and Business
policies

e Please orientate the Customer with the guidelines set out by Facebook. See link
below:

e https://developers.facebook.com/docs/whatsapp/guides/display-name#display-
name-guidelines
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1. Telephone Number to use for the WhatsApp Business Profile

Who is responsible: The Customer

A Telephone number can be provided by the Customer or CM.com can provide a number for
the Customer.

The number must be a valid phone number. Short codes are not allowed on the WhatsApp
platform. The number must include a country and area code. Landline and cell phone numbers
are acceptable phone numbers to use. This phone number must be able to receive voice calls
or SMS in order to complete the number verification with a One Time Pin (OTP) generated by
Facebook.

e |f a number is provided by CM.com we will require RICA documentation.

e NB: Once a phone number is registered on the WhatsApp Business API, it
cannot be used for WhatsApp Business or the WhatsApp consumer app

12. Facebook Verifies the Telephone number with a One Time Pin

Who is responsible: The Customer| The Partner when they provide their own number for the
WhatsApp Account with the assistance of CM.com

OR

When CM.com provides the number, we will complete this step on behalf of the Customer /
Partner.

Some points that need to be considered to ensure this is completed successfully.

e To prepare for the generation of the One Time Pin from Facebook, we request a
certificate from the Facebook Business Manager Platform.

e |If the certificate will not generate it confirms there is a WhatsApp Account active
on the number. Please ensure the following steps are followed to delete the
WhatsApp Account.

4 - ne 3
WhatsApp H New group
a CHATS TATUS » | New broadcast

WhatsApp Web

Starred messages

‘ ~e :
1
Settings €  Settings
Q’ Heidi Sherwin-Hallett
Accourt .
€ Account
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If there is an active IVR on the number provided by the Customer, this will need
to be disabled to allow the number to receive a voice activated call with the One
Time Pin. This will be coordinated with the Partner.

To complete this step, you will need to allow at least 20 minutes

The request for the One Time Pin is generated from within the Customer Profile
on the CM.com platform, but the Pin is generated by the Facebook platform.
Once the pin is requested the number will receive a call. A Pin will be read out.
This Pin is entered into the Customer Profile on the CM.com Platform.

Once we submit and receive confirmation, the Customers WhatsApp Business
Account is ACTIVE

13. Adding Users to the Customers profile on the CM.com Platform

Who is responsible: The Partner and CM.com

Whoever is detailed as the Contact for the WhatsApp Business Account is
automatically the owner under the Customer Profile on the CM.com platform
This person will be able to add users to the account profile

How to do this?

Deselect account

Channels

Dashboard 2

Finance

Settings

Log into the Customer profile and click on your profile at the Top Right

A drop down will display and select Settings

On the left side you will see another drop down Select Users. A list of users and
their platform role is displayed

Click on the + and you will be able to invite additional user | Owner or

Administrator by adding their email address and platform role

An email is sent to the invitee from the CM.com platform. They will need to follow
the steps to be granted access.

The invite must be accepted within 24 hours or it will expire

7 <
@ Settings

Invite users X
ofile

em role

User v

Assessment

Invite users X

Developers

Privacy & Terms

Statue

scount

Users

| User

o

Owner

Administrator

User

_
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14. Subscribe to CM.com STATUS Pages

Who is responsible: The Partner

You will be proactively notified of all maintenance and any service disruptions. We encourage
you to subscribe and receive notifications via email and SMS updates:

https://status.cm.com
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