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We are pleased to provide an overview of the current WhatsApp channel capabilities available through the emergency One Loyalty call centre cluster, designed to enhance customer experience, streamline communication, and improve response efficiency across support interactions.

Core WhatsApp Channel Functionalities
The WhatsApp channel enables a real-time, conversational support environment with the following key features:
1. Two-Way Messaging
Customers and agents can communicate instantly through WhatsApp, allowing queries, updates, and confirmations to be handled in a familiar chat format. This supports faster resolution and a more convenient customer journey.
2. Unified Interaction View
Agents manage WhatsApp conversations within a consolidated interface alongside other service channels. This ensures continuity of service and full visibility of prior interactions when assisting customers.
3. Pre-Approved Message Templates
Agents can send structured templates for common communications such as confirmations, reminders, notifications, and service updates. This ensures consistency, compliance, and faster handling times.
4. Automated Notifications & Triggers
System-generated WhatsApp messages can be sent automatically based on predefined events or statuses (for example, service updates, dispatch notifications, or progress alerts), reducing manual follow-ups.








5. Reporting & Performance Monitoring
All WhatsApp engagements contribute to operational reporting, enabling performance tracking, service analysis, and continuous improvement of response and resolution times.
Enhanced Assist-Specific Capabilities
To further support Assist-type services and incident management, the channel also allows customers to share critical contextual information directly within the conversation:
· Image Sharing: Customers can send photos (e.g., vehicle damage, incident scenes, property issues), enabling agents to assess situations quickly and dispatch the appropriate assistance without delay.
· Location Sharing (Latitude & Longitude): Customers can transmit their exact GPS coordinates through WhatsApp, allowing precise geolocation. This is particularly valuable for roadside, emergency, or remote-area assistance where address details may be unclear or unavailable.
Operational Value for Assist Services
These capabilities collectively strengthen Assist service delivery by:
· Improving accuracy of incident assessment
· Reducing call handling and dispatch time
· Minimising back-and-forth clarification









· Enhancing customer convenience and reassurance
· Enabling faster mobilisation of service providers

Summary
The WhatsApp channel forms a powerful, customer-friendly communication option within the Assist service framework. By combining real-time messaging, automation, multimedia sharing, and location precision, it enables a more responsive, efficient, and customer-centric support experience.
Should you require a demonstration or a technical walkthrough of these capabilities, we would be happy to arrange a session.

To access emergency assistance quickly and easily, please save the following number on your phone: 060 562 9097. Once saved, simply open WhatsApp, search for the number, and start chatting with one of our friendly call centre agents. They will assist you in arranging the emergency services you require.
We’re here to help whenever you need us most.
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