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WhatsApp sharpens
the business pitch

Withbigbrandstestingouttheirbusinessinterface,thesocialmessagingapp
seeksleverageforthevastcacheofconversationsonitsplatform

NEW DELHI, 19 MAY

NEHA ALAWADHI

BUSINESS OVER A CHAT

A

Brands are drawn to the large
user base of the platform
WhatsApp India user base:
400 million

month ago, as the pandemic extended its grip
over the country and
the lockdown tightened its
stranglehold on businesses,
ICICI Bank looked for a way to
keep its operations flowing
smoothly. It turned to
WhatsApp to set up a virtual
shop and helpline for its customers and now, ICICI Bank
says, it has close to a million
users. The platform has not just
offered easy reach, it has also
helped the Bank track its customer usage to provide a more
efficient bouquet of services.
For WhatsApp, the past two
months have opened up the
doors to several big brands;
MakeMyTrip,
Tata
Sky,
Bengaluru-based real estate
search portal NoBroker are
among the most recent signees
to the platform’s business
application interface. And the
social messaging app that has
spent the past year and more
pitching trust and credibility
for its platform and addressing
the damage done to its brand
by fake forwards and propagandists armed with bogus
information, is hoping to
widen the net.
The big draw for brands is
the platform’s vast user base
and easy engagement tools.
India is the largest user base
for WhatsApp with over 400
million users, or 20 per cent of
its 2 billion strong global user
base. According to research
from Mobilesquared, reported
by
ComputerWeekly.com,
WhatsApp Business is expected to experience growth of
more than 5,400 per cent
among medium and large businesses by 2024.
“A significant amount of
our conversations have moved
online and businesses are find-
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Global: Booking.com,
Uber, KLM, Singapore Airlines
Local: ICICI Bank, Tata Sky,
Makemytrip and others
ICICI Bank, Tata
Sky are among the
big brands that
have turned to the
social messaging
app for business
during the
lockdown

ing value in the
very nature of the platform,”
said Abhijit Bose, Head of
WhatsApp India. Bose explains
how the Facebook-owned messaging platform makes money
from these business partnerships. “When someone messages a business to ask a question or get support, the
businesses can respond to the
question for free within 24
hours. Messages sent more
than 24 hours after the last customer response are chargeable,” he added.
The platform offers greater
intimacy in the conversations
between customers and companies. MakeMyTrip, added
Bose, turned to WhatsApp early on to efficiently manage the
number of customer care calls
about refunds and e-ticketing
issues. Among the earliest
businesses to get on to the
Business API, MakeMyTrip
offered customer support over
WhatsApp and saw a 15 per
cent reduction in refund-related calls over the past year.
The current lockdown in

the country has meant
traditional businesses working
at reduced capacity or not being
able to have a physical presence
at all, leading to many exploring
new ways to reach out to their
customers. For ICICI Bank, the
platform has been an efficient
way to circumvent this hurdle.
“Customers can access a host
of their banking requirements
on their own, without visiting a
branch. Some of the services
that have seen huge traffic are
checking account balance,
credit card limit and blocking of
cards. We have introduced this
service to our NRI customers
as well,” said Bijith Bhaskar,
head-Digital Channels &
Partnership, ICICI Bank.
The challenge however
would be to continue doing
business with the platform, in
a post-Covid-19 world. Will customers stick to the habits
picked up in the lockdown or
return to the old ways of
engagement? The shift could
be permanent if the platform
keeps its promise of conven-

ience and safety say analysts and if the brands keep
their end of the bargain in
terms of services provided
and speedy response.
For some brands such
as Tata Sky, this seems like
a permanent shift. “We witnessed a huge shift towards
the use of digital medium,
with nearly 80 per cent of customers recharging online. The
average daily WhatsApp activity/use during the lockdown
period (March 25 -April 10) was
three times of what it was
before the lockdown,” said a
Tata Sky spokesperson. On an
average, subscribers on
WhatsApp use the interface at
least four times a month.
The familiarity with the
platform is an added advantage, enabling easy and frequent engagement. According
to Milaap, a popular crowd
funding platform, there has
been a 37 per cent increase in
traffic since it used the platform. “Users receive updates
posted on any fundraiser they
donate towards, throughout
the lifecycle of the fundraiser,”
said Anoj Viswanathan, president and co-founder, Milaap.
Convenience is the key, but so
is safety and authenticity and
those are values that both
WhatsApp and the brands
need to jointly work on.
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Non-essential
retail is back...

“The formula will not be workable as traders are generally
dependent upon other traders
for exchange or purchase of
goods. In fact, the city could be
divided in blocks and with
staggered timings, the shops
may be allowed to open,” said
CAIT national secretary general Praveen Khandelwal.

RBI refuses...
This comes at a time when the
NBFC sector is grappling with a
liquidity crunch, and is scouting for additional funds. NBFCs
need foreign equity and debt
investment in addition to
domestic capital, and a significant amount of funding to the
sectorcomesfromPE/VCfunds
domiciled in Mauritius, said
market watchers. Foreign PE
funds are sensing an opportunity at this juncture to acquire
portfolios and assets at reasonable valuations. Some are even
bullish on the long-term
prospectsofselectnamesinthe
sector.
“There are several instances
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of applications of high pedigreed funds for greenfield
investment or acquisition of
NBFCs, especially fintech-type
businesses, being returned,”
added a senior official who
deals with PE/VC funds.
According to Pandey, while
the Sebi recently allowed FPIs
to be registered under
Category-I even if their funds
come from Mauritius, the same
approach is yet to be adopted
by the RBI and tax authorities.
The RBI has permitted the
residents of International
Organisation of Securities
Commissions (IOSCO)-compliant countries, including
Mauritius, to become recognised lenders for ECB funding
to Indian entities.

Thyssen...
But international media reported that ailing Thyssenkrupp
haddecidedtoexitits200-yearold steel business and was
negotiating with Tata Steel
Europe, Baosteel of China, and
Sweden’s SSAB to merge or sell
its operations.
Bankers said Thyssenkrupp
and Tata Steel were a perfect fit
for each other and both had not
abandoned
talks that
# 3055
started
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three years ago. “It was nothing sort of a miracle for Tata
Steel to land Thyssenkrupp
deal. So it should not let it go,"
said a former director of Tata
Steel. While Thyssenkrupp is
the second-largest producer of
flat carbon steel in Europe, Tata
Steel is the third largest. Both
companies are significant producers of metallic coated and
laminated steel for packaging
applications and of galvanised
flat carbon steel for the automotive industry.
In June last year, the
European Commission had
rejected the joint venture proposal made by Tata Steel and
Thyssenkrupp, saying the
merger would have reduced
competition and increased
prices for different types of
steel.

Govt...
“There is also a chance that airlines may start pricing excessivelylowtofilluptheiraircraft,
potentially affecting the financial viability of carriers as well
as the industry. Both need to
be prevented,” said an official
aware of the development.
A second official said the
demand to regulate prices had
comefromafewairlines,which
felt that the market would drastically change as the virus

threatened the viability of
weaker airlines. He said the airlines suggested that an appropriate profit margin could be
added to determine the breakeven price per kilometre
accounting for costs of fuel,
crew and airport charges.
“A few airline executives
asked for a regulation in pricing as they fear that market
leader IndiGo with close to 50
per cent market share may
become monopolistic and
control pricing in a post-pandemic market. Airlines
shouldn’t be allowed to charge
be minimum price per
kilometre to be charged by the
airline concerned,” the official
said.
The promoter of low-cost
airline SpiceJet, Ajay Singh, has
been vocal about pricing indiscipline in the industry, saying
that a super low fare regime
would lead to airlines going
bankrupt. Singh’s airline is facing a threat of survival after the
government refused any
bailout package for the aviation
sector. SpiceJet practically had
little cash before the lockdown
and its net worth was negative
(~850 crore in end-September
2019), owing to past losses. A
two-month freeze on revenue
has made things far worse.
In contrast, IndiGo had a
cash pile of ~9,412 crore at the
end of December 2019.
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TENDER-NOTICE
MPMKVVCL, Bhopal invites following bids from eligible bidders through e- tendering :
S. Tender
No. Specification
No.

Particulars

Estimate
Amount
(in Lakhs)

Tender
Fee
(INR)

Date of
Pre- Bid
conference

Date of
bid
opening

1.

MD/MK/
SCADA/37
Dt. 19.05.2020

Appointment of an Agency
for Supply, Installation,
Maintenance and Operations
of Physical Infrastructure &
Systems For the MPMKVVCL
SCADA Master Control
Facilities at Bhopal &
Gwalior Town

218.79

5600
(Incl. of
12%
GST

05.06.2020
at 12:00
noon

17.06.2020

2

MD/MK/
SCADA/38
Dt. 19.05.2020

Providing, installation, testing, 402.70
commissioning of dedicated
02 core dark fiber network
connectivity on ring &
maintenance for period of
five years at various
substation locations of
Bhopal and Gwalior city
under SCADA.

5600
(Incl. of
12%
GST

08.06.2020
at 12:00
noon

19.06.2020

The details are available on our Website : portal.mpcz.in and https://mptenders.gov.in.
M.P. Madhyam/97379/2020
CHIEF GENERAL MANAGER (SCADA/IT)

