
WhatsApp
Assignment #3: New Feature Recommendation
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Agenda
Why? What? How?

Why do we want to implement this 

idea?

• What are the market trends?

• What are the user trends?

• What is the market size?

• Is it aligned with our Vison and 

Strategy?

• Where do we stand against best in 

class?

What needs to be done to implement 

this idea?

• Who would be external users for this 

feature?

• What do personas want to achieve?

How can we implement this idea?

• What is the feature break down?

• How will it look?

• What is the roadmap for release?

• What would be the details of user 

stories?

How can we bring this idea to life?

• What is the Go-to-market Strategy?

• What are the success factors?

• How can personas use this feature?

What are the additional details about 

this feature?

• What are potential revenue 

opportunities?

• Assumptions

• References

How can we bring this idea to life?

• What is the Go-to-market Strategy?

• What are the success factors?

• How can personas use this feature?

Why do we need this idea?

• Idea brief – Problem, Solution, 

Benefits & Application
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 What is the idea in brief?

Idea – 

• How can we manage ‘groups within groups’ under WhatsApp?

• How can we moderate these groups effectively?

Solution – 

• Group-subgroup structure WhatsApp chats 

• Additional role in WhatsApp (Moderator and Admin)

Benefits – 

• Structured user experience under groups

• Distributed authority for better group management

Probable Application – 

• Efficient customer engagement based on various segments, products or regions

• Easy group management for admins of school, alumni, fans or family groups
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 What are the market trends?

• High percentage of customers prefer to message businesses instead of calling*

• Hence managing these communications through groups & sub-groups can help businesses to 

sustain and grow

* https://chatbotsmagazine.com/chatbot-report-2019-global-trends-and-analysis-a487afec05b©  Gaurav Joshi   ·   linkedin.com/in/gsjoshi   ·   github.com/GSJ24983



 What are the user trends?

Future workforce favors communication through Instant Messages and prefers persistent chat*

*https://aithority.com/guest-authors/mind-the-generation-gap-engaging-multi-generational-employees-on-their-terms©  Gaurav Joshi   ·   linkedin.com/in/gsjoshi   ·   github.com/GSJ24983



 What is the market size?

• Also, the market size is huge and getting a piece of market is 

lucrative in terms of financial gains

Here is the size of communication software/application market 

(forecasted as approx. $ 9,649 million in 2020)* 

*https://www.statista.com/statistics/633178/worldwide-communication-software-market-size/©  Gaurav Joshi   ·   linkedin.com/in/gsjoshi   ·   github.com/GSJ24983



 Is it aligned with our Vison and Strategy?

Vision Alignment with new feature recommendation: 

“Behind every product decision is our desire to let people communicate 

anywhere in the world without barriers.”*

Strategy Alignment as per Product Lifecycle

• WhatsApp is in maturity stage of product lifecycle 

• Hence WhatsApp needs to revive growth by entering new markets and 

bundling products

*https://www.whatsapp.com/about/©  Gaurav Joshi   ·   linkedin.com/in/gsjoshi   ·   github.com/GSJ24983



 Where do we stand against best in class?

Discord is the best in class free chat app* which is mostly used by gamers. Here is my own comparison of these 

two apps

Group Management Communication Management Tool Related
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* https://www.slant.co/topics/1359/~best-team-chat-software©  Gaurav Joshi   ·   linkedin.com/in/gsjoshi   ·   github.com/GSJ24983



 Where do we stand against best in class?

Additional details of Best in Class Comparison 

Group Management Communication Management Tool Related

Feature WhatsApp Discord

Member limit  

Structure  

Who can join? How?  

Private chats between group 
administrators

 

Role based access control / 
Administration

 

Ability to warn / ban 
notorious users

 

Feature WhatsApp Discord

Message modification  

Message deletion  

Public announcements / important 
messages

 

Reply to a specific comment  

Direct mentions (individuals + 
multiple)

 

Search direct mentions  

History in chats  

Message character limit  

Feature WhatsApp Discord

Voice chat  

Tool awareness  

Encryption & Privacy  

Media sharing  

Media sharing limit  

Automation using Bots  

Cloud sync  

Mobile + Desktop  

Platforms  

Click here for detailed questionnaire and rationale behind scoring 
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
Who would be external users for this 
feature?

Here are the personas for this feature…

John

• Owns a small business
• Has a single product Z 

which is sold across 
geographies
• Has multiple regional 

heads handling respective 
regions

Wants regional heads to 
address region-wise 
complaints which are raised 
through messages

Chad

• Is a program manager
• Manages multiple project 

across multiple 
geographies
• Each team has a project 

manager
• Each team has a team 

leader

Wants each PM to take care 
of team communication 
within geography &  
coordinator to take care of 
communication within the 
project

Susan

• Is an alumni 
communication head in 
MBA college
• Has alumni for multiple 

batches (years) for 
multiple specializations 
(MBA Marketing, MBA HR 
and MBA Finance)

Want to assign batch & 
specialization wise 
coordinators (to add users) 
and moderators (to 
moderate communication)

Details about the persona i.e. 

relevant characteristics & 

behavior

Goals of the persona i.e. what 

problem the persona wants to 

solve

These users / ‘Personas’ can be 

described by…
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 What do personas want to achieve?

John

• Owns a small business
• Has a single product Z 

which is sold across 
geographies
• Has multiple regional 

heads handling respective 
regions

Wants regional heads to 
address region-wise 
complaints which are raised 
through messages

Pr
od
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t Z

M
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ed

 b
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CE
O

London
Managed by London Head

Birmingham
Managed by Birmingham Head

Oxford
Managed by Oxford Head

Liverpool
Managed by Liverpool Head
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 What do personas want to achieve?

Pr
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. M
gr
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India
Managed by India PM

Project 1 
managed by Proj. Co.

Project 2 
managed by Proj. Co.

USA
Managed by USA PM

Project 3 
managed by Proj. Co.

UK
Managed by UK PM

Project 4 
managed by Proj. Co.

Project 5 
managed by Proj. Co.

Chad

• Is a program manager
• Manages multiple project 

across multiple 
geographies
• Each team has a project 

manager
• Each team has a team 

leader

Wants each PM to take care 
of team communication 
within geography &  
coordinator to take care of 
communication within the 
project
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 What do personas want to achieve?

Susan

• Is an alumni 
communication head in 
MBA college
• Has alumni for multiple 

batches (years) for 
multiple specializations 
(MBA Marketing, MBA HR 
and MBA Finance)

Want to assign batch & 
specialization wise 
coordinators (to add users) 
and moderators (to 
moderate communication)

Al
um

ni
 C

om
m

. H
ea

d 
(A

CH
) Batch 16-18

Managed by ACH

Marketing 
managed by Co-Ord. & Moderator

HR 
managed by Co-Ord. & Moderator

Finance 
managed by Co-Ord. & Moderator

Batch 17-19
Managed by ACH

Marketing 
managed by Co-Ord. & Moderator

HR
managed by Co-Ord. & Moderator

Finance
managed by Co-Ord. & Moderator
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Agenda
Why? How?
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• What are the market trends?
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feature?

• What do personas want to achieve?
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• How will it look?

• What is the roadmap for release?

• What would be the details of user 

stories?

What are the additional details about 

this feature?

• What are potential revenue 

opportunities?

• Assumptions

• References

How can we bring this idea to life?

• What is the Go-to-market Strategy?

• What are the success factors?

• How can personas use this feature?

Why do we need this idea?

• Idea brief – Problem, Solution, 

Benefits & Application

What?
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 What is the feature break down?

Two level tree structure (group & sub-
group)

Create group

Create sub-group under group

Edit group information structure

Edit sub-group information

Delete group

Delete sub-group

View group & sub-group structure

New role for group management

Assign moderator role to members

Revoke moderator role

Additional role-wise actions

Ban group member temporarily (for 24 
hours)

Ban group member permanently

Pin important messages to group chat

Allow messaging in group chat

Epic

User Story

Legend:
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 How will it look?

Where will the new group chat section be displayed?
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 How will it look?

How can one add new group and sub-group?
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 How will it look?

How can one add new group and sub-group?
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 How will it look?

How can one add new group and sub-group?
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 How will it look?

How can one get into group settings?
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 How will it look?

How can one get into group settings?
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 How will it look?

How can one assign roles?
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 How will it look?

How can Admin and Moderator can pin important 

messages?
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 How will it look?

How can Admin and Moderator can take actions?

Admin & Moderator:

• Can ban member for 24 hours

• So that this member won’t be able to participate 

in group chat

Admin:

• Can permanently ban member

• Once banned permanently, the same member can 

only be added back by Admin
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 How will it look?

How can Admin and Moderator can take actions?

Admin:

• Can edit the group and sub-group

• Deletion of group will promote the first sub-group 

as a group

• Members will be notified once the group is deleted

• Deletion will prompt for confirmation message
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 How will it look?

What are the differences between Admin and 

Moderator actions?

  Pin Messages
Temporary ban 

(24 hours)
Permanent ban

Admin Yes Yes Yes

Moderator Yes Yes No

Member No No No
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 What is the roadmap for release?

Two level tree structure (group & sub-
group)

Create group

Create sub-group under group

Edit group information structure

Edit sub-group information

Delete group

Delete sub-group

View group & sub-group structure

New role for group management

Assign moderator role to members

Revoke moderator role

Additional role-wise actions

Ban group member temporarily (for 24 
hours)

Ban group member permanently

Pin important messages to group chat

Allow messaging in group chat

Epic

User Story

Legend:

Product Backlog
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 What is the roadmap for release?

Release 01

Create

Two level tree structure 
(group & sub-group)

Create group

Create sub-group under 
group

Edit group information 
structure

Edit sub-group 
information

Delete group

Delete sub-group

View group & sub-group 
structure

New role for group 
management

Assign moderator role to 
members

Revoke moderator role

Additional role-wise actions

Ban group member 
temporarily (for 24 hours)

Ban group member 
permanently

Pin important messages 
to group chat

Allow messaging in group 
chat
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 What is the roadmap for release?

Release 02

Release 01

Create

Modify

Two level tree structure 
(group & sub-group)

Create group

Create sub-group under 
group

Edit group information 
structure

Edit sub-group 
information

Delete group

Delete sub-group

View group & sub-group 
structure

New role for group 
management

Assign moderator role to 
members

Revoke moderator role

Additional role-wise actions

Ban group member 
temporarily (for 24 hours)

Ban group member 
permanently

Pin important messages 
to group chat

Allow messaging in group 
chat
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 What is the roadmap for release?

Release 03

Release 02

Release 01

Create

Modify

Assign

Two level tree structure 
(group & sub-group)

Create group

Create sub-group under 
group

Edit group information 
structure

Edit sub-group 
information

Delete group

Delete sub-group

View group & sub-group 
structure

New role for group 
management

Assign moderator role to 
members

Revoke moderator role

Additional role-wise actions

Ban group member 
temporarily (for 24 hours)

Ban group member 
permanently

Pin important messages 
to group chat

Allow messaging in group 
chat
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 What is the roadmap for release?

Release 04

Release 03

Release 02

Release 01

Create

Modify

Assign

Action

Two level tree structure 
(group & sub-group)

Create group

Create sub-group under 
group

Edit group information 
structure

Edit sub-group 
information

Delete group

Delete sub-group

View group & sub-group 
structure

New role for group 
management

Assign moderator role to 
members

Revoke moderator role

Additional role-wise actions

Ban group member 
temporarily (for 24 hours)

Ban group member 
permanently

Pin important messages 
to group chat

Allow messaging in group 
chat
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
What would be the details of user 
stories?

• User Story: Create sub-group under group

• As an Admin

• I want to create sub-groups within groups

• So that I am able to distribute members under 

relevant clusters

• Given 

• I am logged in

• And I have created a group already under Group chat 

section 

• When 

• I click on link to create sub-group button

• Then 

• I am able to upload image for sub-group display 

picture

• And I am able to assign name to the sub-group

• And I am able to add participants to the sub-group
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Agenda
Why? How?
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What needs to be done to implement 

this idea?

• Who would be external users for this 

feature?
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What are the additional details about 
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• What are potential revenue 

opportunities?

• Assumptions

• References

How can we bring this idea to life?

• What is the Go-to-market Strategy?

• What are the success factors?

• How can personas use this feature?

Why do we need this idea?

• Idea brief – Problem, Solution, 

Benefits & Application

What?
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 What is the go-to-market Strategy?

Here is how you can sell this feature

Target Group Pain Points Product Value Marketing Message

• Small Businesses CEO’s

• Social Media Managers

• Project Managers

• Group Admins

• Sending important message 

again and again in the group 

chat

• Need to create a new group 

instead of an ability to create 

sub-groups within the groups

• Missing to take action against 

offenders / trolls within the 

group

• Less time in group management

• Distributed responsibilities to 

manage group communication, 

hence no message is left 

without response

• Creating separate group and 

sub-groups hierarchy

• Create sub-groups within groups 

(tree structure) for better 

management

• Pin the important messages in 

group chat instead of sending 

them again and again

• Take actions against offenders / 

trolls within your group

• Better and effective way to 

manage groups 
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 What are the success factors?

Success Factors Measure Target Threshold

New Market Acceptance

# of new tree structured groups & 

sub-groups created post release

60% increase from the existing 

number

• Less than 40% : Red

• 40%to 60% : Amber

• 50% and above : Green

# of new subscribers or installs
40% increase from the existing 

number

• Less than 20% : Red

• 20%to 40% : Amber

• 50% and above : Green

% increase in data consumption 

under group chats

40% increase from the existing 

number

• Less than 20% : Red

• 20%to 40% : Amber

• 50% and above : Green

How do we know our feature is successful?
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 How can personas use this feature?

John

• Owns a small business
• Has a single product Z 

which is sold across 
geographies
• Has multiple regional 

heads handling respective 
regions

Wants regional heads to 
address region-wise 
complaints which are raised 
through messages Pr

od
uc

t Z
M

an
ag

ed
 b

y 
CE

O

London
Managed by London Head

Birmingham
Managed by Birmingham Head

Oxford
Managed by Oxford Head

Liverpool
Managed by Liverpool Head

• John creates a group called – Product Z

• Creates sub-groups per geography

• Assign moderators for those groups and becomes admin for them
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 How can personas use this feature?

Pr
og

ra
m

M
an

ag
ed

 b
y 

Pr
og

. M
gr

.
India

Managed by India PM

Project 1 
managed by Proj. Co.

Project 2 
managed by Proj. Co.

USA
Managed by USA PM

Project 3 
managed by Proj. Co.

UK
Managed by UK PM

Project 4 
managed by Proj. Co.

Project 5 
managed by Proj. Co.

Chad

• Is a program manager
• Manages multiple project 

across multiple 
geographies
• Each team has a project 

manager
• Each team has a team 

leader

Wants each PM to take care 
of team communication 
within geography &  
coordinator to take care of 
communication within the 
project

• Chad creates a 3 groups per geography

• Creates project-wise sub-groups per geography

• Assign moderators for sub-groups 

• Assign PM’s as Admins for geography-wise groups
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 How can personas use this feature?

Susan

• Is an alumni 
communication head in 
MBA college
• Has alumni for multiple 

batches (years) for 
multiple specializations 
(MBA Marketing, MBA HR 
and MBA Finance)

Want to assign batch & 
specialization wise 
coordinators (to add users) 
and moderators (to 
moderate communication)

Al
um

ni
 C

om
m

. H
ea

d 
(A

CH
) Batch 16-18

Managed by ACH

Marketing 
managed by Co-Ord. & Moderator

HR 
managed by Co-Ord. & Moderator

Finance 
managed by Co-Ord. & Moderator

Batch 17-19
Managed by ACH

Marketing 
managed by Co-Ord. & Moderator

HR
managed by Co-Ord. & Moderator

Finance
managed by Co-Ord. & Moderator

• Susan creates a 2 groups per batch

• Creates specialization-wise sub-groups per batch

• Assign admins and moderators for specialization sub-groups 

• Assign admins and moderators for batch-wise groups
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Agenda
Why? How?

Why do we want to implement this 

idea?

• What are the market trends?

• What are the user trends?

• What is the market size?

• Is it aligned with our Vison and 

Strategy?

• Where do we stand against best in 

class?

What needs to be done to implement 

this idea?

• Who would be external users for this 

feature?

• What do personas want to achieve?

How can we implement this idea?

• What is the feature break down?

• How will it look?

• What is the roadmap for release?

• What would be the details of user 

stories?

How can we bring this idea to life?

• What is the Go-to-market Strategy?

• What are the success factors?

• How can personas use this feature?

What are the additional details about 

this feature?

• What are potential revenue 

opportunities?

• Assumptions

• References

How can we bring this idea to life?

• What is the Go-to-market Strategy?

• What are the success factors?

• How can personas use this feature?

Why do we need this idea?

• Idea brief – Problem, Solution, 

Benefits & Application

What?
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
What are potential revenue 
opportunities?

Currently there is no revenue from Users of WhatsApp. However considering 

ownership from Facebook, this feature can assist in: 

Targeted 
Marketing

In-app 
Purchases

New Market Segments
(Casual to Professional Users)

Even though currently WhatsApp is free; it can target for certain Average Revenue per 

Customer. For example: Consider ARPU for following apps-

• WeChat = 7 USD

• Line = 9 USD
©  Gaurav Joshi   ·   linkedin.com/in/gsjoshi   ·   github.com/GSJ24983



 Assumptions

WhatsApp has reached ‘Maturity' level of product lifecycle

WhatsApp has a strategy to expand market segments

As per existing User Experience data, creation of groups & sub-groups along with 

additional role of moderator won’t be complicated for majority of users 

WhatsApp would be looking to generate revenue from customers in future
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