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INTRODUCTION 

Ramesh runs a small electronics shop in Nagpur. A customer 

messages him at 6 PM: "Is this power bank available? What's 

the price?" He's busy with a walk-in, tells himself he'll reply 

"in five minutes." Five minutes becomes an hour. By the time 

he replies, the customer has already bought the same power 

bank from another shop that answered in under ten minutes. 

 

Ramesh didn't lose that ₹800 sale because his product was 

wrong, or his price was too high. He lost it to silence. 

 

This happens across India, every single day, in shops just like 

his. WhatsApp has become the default way customers reach 

out - for a price, a size, a delivery date, a simple "is this 

available?" And yet most shop owners still treat it the way 

they'd treat a personal chat: reply when you get to it, no 

structure, no system. The customer doesn't see a busy shop 

owner. They just see an unread message - and in that silence, 

they move on. 

 

This isn't a technology problem. WhatsApp Business already 

has everything you need, built in and free. It's a system 

problem - no process for what happens between "hi" and 

"sale confirmed." 

 

This book fixes exactly that, with 30 practical tricks you can 

start using today - no new app to download, no course to 

buy, nothing complicated. By the end, you'll have a working 

system: a profile that builds trust in seconds, a catalogue that 

answers questions before they're asked, a way to never lose 

track of an enquiry, and the right words to turn hesitation 

into a confirmed order. 



 

 

This book is for shop owners, small retailers, home 

businesses, and service providers already using (or planning 

to use) WhatsApp Business to talk to customers. It's not for 

large teams needing enterprise software, or anyone looking 

for a shortcut that skips having a genuinely good product or 

service - WhatsApp can support your sales, but it can't 

replace what you're selling. 

 

Nothing here promises overnight results or guaranteed 

income. What it offers is realistic: fewer lost enquiries, faster 

replies, and a calmer, more organized way of running your 

shop on the app you already use every day. 

 

Read one chapter at a time. Apply it before moving to the 

next. That's how this system is meant to work. 

 

 

 

 

 

 

 

 



 

 

Chapter 3 

Never Lose a Query Again - Organizing 

Chats with Labels & Lists 

By now your profile is doing its job - a customer lands on it, 

feels reassured, and sends that first message. But a new 

problem quietly takes over the moment that message arrives: 

it lands in the same inbox as your mother-in-law's good-

morning forward, your supplier's rate list, and forty other 

conversations with nothing to do with each other. 

WhatsApp doesn't naturally separate "business" from "life." 

You have to build that separation yourself - and the tool for it 

has been sitting inside your app the whole time, mostly 

unused: Labels. 

Why a Mixed Inbox Quietly Costs You Orders 

If you're using your personal number for business - which 

most small shop owners do, at least to start - your customer 

enquiries are competing for space with everything else in 

your life. A new order comes in at 11 AM. By 2 PM, it's buried 

under a cricket group chat, two family threads, and a delivery 

update. You didn't ignore the customer on purpose. You 

simply lost track of them in the scroll. 

This is the third silent leak from Chapter 1 - buried old chats 

- and it isn't solved by trying to "remember better." Memory 

doesn't scale past a handful of conversations a day. A 

structure does. 

 



 

 

Trick #7: Setting Up 5 Core Labels 

WhatsApp Business lets you tag any chat with a colored 

label, and filter your entire chat list by that label with one 

tap. Instead of scrolling to find "that customer who was 

asking about the blue kurti," you tap a label and see only 

those chats. 

Start with these five - enough to cover a typical order's full 

journey, without overcomplicating things: 

Label Use it for 

New Enquiry First-time messages you haven't fully 

responded to yet 

Order Confirmed Customer has agreed to buy, order details 

finalized 

Payment Pending Order confirmed, payment not yet received 

Delivered Order completed and delivered/picked up 

Follow-Up "I'll think about it" chats, or anyone needing 

a nudge 

 

To create these: open WhatsApp Business → tap the three-

dot menu → Labels → Create new label. Each one takes 

about 15 seconds to set up, and once created, you can apply a 

label to any chat by long-pressing it (or tapping the label icon 

inside the chat itself). 

Trick #8: Using Label Colors as a Visual To-

Do List 

The real power of labels isn't the tag itself - it's what your 

chat list becomes once several chats are labelled. Instead of a 



 

 

wall of identical grey previews, you get a color-coded map of 

exactly where every customer stands. 

Glance at your chat list first thing in the morning and you 

can instantly answer: 

 How many new enquiries came in overnight? 

 Who's waiting on a payment I need to chase today? 

 Who's due for delivery today? 

This turns WhatsApp from a passive message log into 

something closer to a lightweight to-do list - one that 

updates itself as you move a chat from one label to the next. 

You're not remembering who needs what. You're looking at 

who needs what. 

Practical tip: Assign a mental color meaning and stick to it 

- for instance, warm colors (orange, red) for anything 

needing urgent action, cooler colors (blue, green) for chats 

that are progressing normally. Consistency is what makes the 

scan-and-glance system work. 

Trick #9: Archiving vs. Muting vs. Pinning - 

Using Each Correctly 

These three features get confused constantly, and using the 

wrong one for the wrong job quietly recreates the very clutter 

you're trying to escape. 

 Pin a chat when you need it visible right now - an 

order being finalized today, a delivery in progress. 

Pinned chats stay at the very top of your list, above 

everything else. Limit yourself to 2-3 pins at a time, or 

pinning stops meaning anything. 



 

 

 Mute a chat that's noisy but not urgent - a customer 

group, a supplier thread that pings constantly - 

without losing the ability to check it when you choose 

to. 

 Archive a chat that's genuinely finished - order 

delivered, no follow-up needed - to clear it from your 

daily view without deleting the history. Archived chats 

reappear automatically the moment that customer 

messages you again, so nothing is ever truly lost. 

The common mistake is muting everything to get a quieter 

inbox, which buries active orders along with the noise. Mute 

the noise. Archive the finished. Pin the urgent. Label 

everything else. 

India-Specific Example: A Lucknow Tiffin Service 

Anjali runs a home tiffin service in Lucknow, handling 40+ 

daily orders entirely over WhatsApp - no separate ordering 

app, no paid CRM software. Her system runs almost entirely 

on labels: 

 Every morning's fresh orders get tagged New 

Enquiry as they arrive. 

 Once a customer confirms their day's meal and 

delivery slot, she moves them to Order Confirmed. 

 Anyone who hasn't paid for the week gets tagged 

Payment Pending - she filters this label every 

Sunday evening to send one round of polite 

reminders, rather than chasing individually all week. 

 Once delivered, chats move to Delivered and drop 

out of her daily working view. 



 

 

At no point does Anjali need to scroll through 40 

conversations to find out who's owed a delivery today. She 

filters by Order Confirmed, sees exactly that day's list, and 

works straight down it. The label system is her order 

management software - free, already installed, and fast 

enough for a business her size. 

Practical Action: Label Setup Walkthrough 

Follow these steps in order, directly inside your WhatsApp 

Business app: 

Step 1 - Create your labels. 

Menu (⋮) → Labels → Create new label. Add all 5 from the 

table above. This takes under 2 minutes total. 

Step 2 - Assign labels to your current chats. 

Go through today's active customer chats one by one. Long-

press each chat → Label → choose the correct stage. Don't 

worry about chats older than a week — start fresh from 

today. 

Step 3 - Filter by label. 

Tap the Labels icon at the top of your chat list (or the label 

name itself) to see only chats at that stage. Practice switching 

between New Enquiry and Payment Pending a few 

times so this becomes second nature. 

Step 4 - Build the habit. 

Every time a chat changes stage - enquiry becomes 

confirmed, confirmed becomes paid - relabel it immediately, 

in the moment, rather than "later." The system only works if 

it stays current. 

 



 

 

Starter 5-label system for your own shop: 

Label When to apply it 

New Enquiry First message received, not yet fully answered 

Order Confirmed Customer has said yes 

Payment Pending Confirmed, awaiting payment 

Delivered Completed order 

Follow-Up Needs a nudge - "will think about it," gone 

quiet 

 

Once this is running, an enquiry can no longer quietly vanish 

under a family chat - it simply moves, visibly, from one label 

to the next until it's done. 

 

 

Next: Chapter 4 tackles the second silent leak from Chapter 1 - no 

catalogue - and shows you how to stop retyping the same product 

details dozens of times a day. 
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