
Drive results using Facebook Messenger
Messenger Terms
Greeting messages welcome a customer as soon as they send a message.

Instant replies let small businesses reuse messages to quickly answer questions.

Saved replies are pre-written messages that you can create to help you respond quickly to high volumes of messages asking similar questions.

Away messages let customers know when to expect a response.

Recommended best practices for ads that click to Messenger and sponsored messages
Select Preview in the Messenger app to view the customer experience.

Use visuals and descriptive text to prepare people for a conversation.

Provide preset responses to make communicating easier for consumers.

Greet people when they land in Messenger.

Be responsive. Make sure that you set up an away message or instant reply to set realistic expectations.

Test and optimise. Adjust creative and post-click experiences to find the best combination.

Recommended best practices for responding 
to messages
Set a welcome greeting 
With a Messenger greeting, you can set a customisable greeting to appear 
when someone begins a conversation with your Page for the first time. 
This greeting appears before any messages are sent and can provide any 
information that you want people to have before they message you.

Set instant replies 
Turn on instant replies to send an automated reply to anyone who 
messages your Page. This feature can be used to greet customers and 
thank them for contacting you before you can respond personally.

Use an away message 
Whenever you're away from your computer or phone, you can turn 
on away messages to let customers know that you'll respond soon. 
This helps you keep your responsiveness rating and set expectations 
with your customers.

Send the right message to each customer 
Look at your customer information cards to get information on your 
customer before responding. The context shows you their local time, 
where they live, order history and more information about that customer. 
This helps you tailor a message that's right for them.

Be responsive 
If 90% of your messages are responded to within 15 minutes, you'll earn 
a "Very responsive to messages" badge, which appears prominently on 
your Page near the About section. Whilst we don't expect every Page 
tomeet this threshold, we recommend being as responsive as possible 
tobuild rapport with your customers.

Monitor trends 
Do you notice a lot of people asking the same questions, such as what your 
business hours are or how your return policy works? Any time you notice 
a trend in questions, it might be a good time to consider creating saved 
replies. 

Know how to answer sensitive questions 
When people post questions on your Page, such as asking where your 
offices are located or your Christmas opening hours, it's best to reply 
publicly in case someone else has the same question. But it can be tricky 
if people are enquiring about billing questions, sensitive customer enquiries, 
order statuses or other topics that may be best worked out directly and 
privately. In situations like this, it's best to use private replies. Page admins 
can reply to sensitive questions with private replies simply by clicking 
on Message, which is directly underneath the question they'd like to 
respond to.

Write the way you speak 
Messaging is a direct and personal communication channel, so it's best to 
keep a friendly and respectful tone. Write to your customers in the same 
way you'd speak to them if it was an in-person conversation or a phone call.
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Create a Messenger marketing strategy 
Consider an ad campaign for your business. Create an ad strategy using one of our Messenger destination solutions.

The goal of the campaign

The ad objective

Messenger ad content

The audience

Messenger ad creative

Post-click experience 
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