WhatsApp Mute Feature - Product
Discovery Report

User Interviews + Surveys (Turning Conversations Into Evidence)

Purpose: To move beyond assumptions about the WhatsApp mute feature and media sharing,
and uncover the real behaviors, frustrations, and workarounds of Indian users in Pune,
Bengaluru, and Delhi.

Mindset: The goal is to understand how people actually behave, not to prove a hypothesis. The
following findings are based on a simulated user research process as per the provided PDF.

Hypotheses:

Mute Notification Overload: The Community User struggles to effectively manage a
large volume of notifications because the existing mute functionality provides an
all-or-nothing solution, which compels the user to choose between missing critical
mentions or experiencing a persistent state of feeling overwhelmed.

Friction in High-Quality Media Sharing: All user segments encounter friction when
attempting to share high-quality photos and videos due to the application's automatic file
compression, which results in a degraded user experience.

Segments:

Primary Segment (for Mute Notification Overload): The Community User (25-40
years old): A professional or community leader who is part of multiple large, active
groups for work, hobbies, or apartment complexes. They are likely based in Bengaluru or
Delhi.

Secondary Segment (for Media Sharing Friction): The "Documentarian” (20-35
years old): Users who frequently share high-quality photos and videos, such as
photographers, content creators, or event organizers, who rely on visuals for their work
or memories. They are likely based in Pune or Bengaluru.

Simulated User Research Findings:

A. User Interviews (Proxy)

Surprising Insights:
o Mute is often used as a temporary solution, but users then feel anxious about
missing out. A user from Pune referred to it as "notification FOMO."



o For high-quality media, a common workaround is to send photos and videos as
"documents" to bypass compression, a behavior that many users find
counterintuitive and cumbersome.

o Users mention the guilt of not responding to family messages due to muted
chats. A working professional from Delhi said, "/ had to mute my cousin's
wedding group, but now | feel like I'm ignoring my family's fun memories. It's a
lose-lose situation."

e Actual Workflows & Workarounds:

o To share high-quality media, users first navigate to a file, select "share as a
document," and then find the recipient. A user from Bengaluru called this a
"hidden treasure hunt."

o The 'forever' mute is a common practice for large, high-volume groups, but users
resort to manually checking these chats at set intervals to "stay in the loop."

¢ Emotional Moments:

o "l took a great photo of my friend's Sangeet ceremony, but when | sent it on the
group, it looked pixelated. | felt like the moment's magic was lost.” - A student
from Bengaluru, highlighting the pain of media compression.

o "My phone literally buzzed for an entire minute when my apartment community's
‘good morning' broadcast went off. | had to mute it, but now I'm worried I'll miss
an important notice about water supply or power cut.” - A professional from Delhi,
capturing the notification overload frustration.

B. Survey (Simulated)

e Purpose: To validate the interview findings at a larger scale. (30 responses simulated)
e Key Findings:

o Mute Overload: 75% of respondents who are part of large groups (50+
members) have used the mute feature and reported feeling anxious about
missing important information.

o Media Quality: 85% of respondents have experienced frustration with the quality
degradation of photos and videos sent via WhatsApp. 50% reported using the
"document" workaround to send media.

SWOT Analysis - Putting Research Into Strategic Context
Mindset: Every point is backed by user research evidence.

e Strengths (S):
o Simplicity of Mute: The mute feature is easy to find and use. "l just long-press
and tap the speaker icon. It's a lifesaver."
o Dominant Market Position: WhatsApp is a default communication tool in India,
which is a massive strength.
e Weaknesses (W):



o Lack of Granularity in Mute: The mute is an 'all-or-nothing' solution that doesn't
distinguish between different types of messages. (Evidence: 75% of users
reported feeling anxious).

o Forced Media Compression: The automatic compression degrades the user
experience and forces users to use a cumbersome workaround. (Evidence: 85%
frustration, 50% use workaround).

e Opportunities (O):

o Contextual Muting: The need for better controls could be addressed by adding
features like "Mute non-replies" or "Mute all media."

o High-Quality Media Toggle: A simple toggle or a clear option to send media in
its original quality.

e Threats (T):

o Competing Platforms: Telegram offers granular notification controls and
superior media sharing options.

o User Workarounds: The fact that users have developed their own complex
workarounds (manual checks, using external apps, sending media as
documents) indicates a deep-seated problem that could lead to user
abandonment.

Goal Setting - Linking User Pain to Business Impact
Mindset: Connect the user problem to a measurable business metric.

e Problem Mapping: Users feel frustrated with notification overload and have to manually
check muted chats or use cumbersome workarounds. The low quality of shared media is
also a point of friction. Both of these issues lead to a degraded user experience and can
cause user churn. A better solution would increase user retention and improve daily
active user engagement.

Business Metric: Engagement / Retention

Goal Statement: Solve the user frustration of missing important messages from muted
chats and the friction of sharing high-quality media to improve the daily active user
engagement and long-term retention of WhatsApp.

Personas - Bringing Users to Life
Mindset: Every detail is backed by research.
1. "The Juggler"” - Anjali, the HR Manager

e Segment: Working Professional (32, Delhi)
e Goals:
o To keep her work and personal life separate without having two phones.
o To be responsive to her family while not being distracted by continuous
notifications.
o To manage her time efficiently by minimizing app checks.



Frustrations:
o Endless "good morning" messages in her family group clutter her notifications.
o Muting a chat for a day-long event means she has to remember to un-mute it or
check manually later.
Current Behavior: Anjali has muted most of her family and college groups but checks
them multiple times a day for fear of missing something important. She often misses
event details and has to call a friend to get the information.
Success Scenario: She gets a single, subtle notification summary of her muted chats at
a time she defines.
Quote: "I mute because | have to, not because | want to. It's a forced decision. | just
want to manage the noise, not be disconnected."”

2. "The Academic Networker" - Rohan, the Engineering Student

Segment: University Student (21, Bengaluru)
Goals:
o To get urgent updates from project and class groups.
o To keep up with his social life in various clubs and friend groups.
o To focus on his studies without constant distractions.
Frustrations:
o Muting a project group for a day of study means he risks missing a critical update
from his professor.
o His social groups are a constant source of memes and chit-chat, but also contain
important last-minute plans.
Current Behavior: Rohan's phone is constantly on 'Do Not Disturb' while he studies. He
then has to scroll through hundreds of messages in his muted groups to find what he
missed.
Success Scenario: He can set a 'smart mute' that mutes non-replies but allows
notifications for messages with mentions or from specific individuals.
Quote: "I have like 15 class groups, and they all go off at the same time. The mute
button is my only friend, but then I'm always worried | missed a key announcement."

Problem Prioritization - Choosing Your PO

Mindset: Select the single problem to solve based on evidence, impact, and alignment.

List of Identified Problems:

1

2.
3.
4
5

No way to get a summary of muted chats.

Lack of visual indicator for unread messages in muted chats.
"All-or-nothing" nature of the mute feature.

Users have to manually check muted chats.

Inability to share high-quality media easily.

PIF Scoring:



e Mute Overload: Population: High (all users with muted chats). Intensity: High (causes
frustration, guilt, and tangible negative outcomes like missing deadlines). Frequency:
High (users mute chats daily or weekly, and manually check them frequently).

e Media Compression: Population: High (all users who share media). Intensity: High
(causes frustration and a degraded user experience). Frequency: High (users share
media daily).

Strategic Filters:

e Links to Goal: Both problems directly impact user retention and engagement. By
solving them, users will feel more in control and less likely to abandon the app.

e Aligns with Strengths: Solving both problems would build on WhatsApp's core
strengths of being a simple, reliable messaging app and a tool for sharing personal
moments.

e Is Solvable: Both are clear product problems that can be solved with new features.

PO Problem Statement:

The Community User in urban India struggles with the all-or-nothing nature of WhatsApp's
mute feature, which leads to notification overload from noisy groups, but also the anxiety of
missing critical updates. This friction point causes users to manually check muted chats
and, in some cases, miss important information, resulting in a poor user experience and a
decline in the app's perceived utility.

Note: The Mute Overload problem has been selected as the PO because it directly impacts the
core messaging experience and user well-being on a daily basis, whereas the media sharing
issue, while significant, has a less frequent impact on a user's core daily interaction with the

app.

Solution Goals
1. Reduce notification anxiety while maintaining awareness of critical updates.
2. Eliminate manual checking behavior.
3. Enhance control through configurable granularity.

4. Preserve simplicity, a key WhatsApp strength.




¢+ Solution Overview

Feature 1: Smart Mute with Summaries

Instead of muting “everything,” users can mute but still get a periodic digest or summary
card.

User Flow:

e When muting a chat/group — user chooses:

o @ Fully Mute (current)

o @& Smart Mute (Summary Mode) — sends periodic highlights (daily or weekly)
e The summary appears:

o On chat list as a small “summary pill” (e.g., “3 new messages today”)

o Or as a “Muted Summary View” tab at the top of the chat list.

Feature 2: Smart Unread Indicators

Muted chats will show soft visual indicators (like faded blue dots or message count in grey) —
less intrusive but visible.

Example:

e Bold blue dot — normal unread

e Grey outline dot — unread in muted chat

This gives non-invasive awareness.

Feature 3: Priority Message Filter (Al-powered)

Optional layer for “Smart Mute”:
— WhatsApp Al highlights “priority” messages (mentions, media, keywords like “urgent,”
‘meeting,” “deadline,” etc.) in the summary.



This could be surfaced as:

“2 Priority Messages in ‘School Parents Group’”

J- Implementation Considerations

Aspect Smart Mute Smart Indicator Priority Filter
UX Simplicity {74 Configurable only once "4 Passive I\ Must be optional
Tech {74 Backend summary batch  [%4 Ul tweak 1. NLP/ML needed
Feasibility
User Trust "4 Transparent "4 Intuitive I, Needs opt-in

“2 Example Scenario

Current:
User mutes “Housing Society” group — forgets to check — misses water shutdown alert.

With Smart Mute:
User sets “Daily Summary” — every evening sees “3 important messages (1 pinned)” — no
anxiety, no spam.

Success Metrics

Metric Target
% of users manually checking muted 1 30%
chats
% of users missing critical updates 1 40%
Retention in high-volume group users 1 15%

Net Sentiment on “Mute” in feedback 1 20%



Here’s a detailed Product Requirements Document (PRD) for your Mute Overload (Smart
Mute) feature, aligned with WhatsApp’s simplicity, daily utility, and user-centric design values:

Product Requirements Document
(PRD)

Product: WhatsApp

Feature Name: Smart Mute (Summary Mode)

Author: [Your Name]

Date: October 2025

Status: Draft v1.0

Reviewed by: Product, Design, Engineering, Data Science

1. @ Overview

Problem Statement

Users, particularly in urban India, face notification overload from noisy groups (e.g., housing
societies, parents’ groups, work updates). To avoid distractions, they mute these chats—but
then miss important updates or manually check them frequently.

This creates anxiety and friction in WhatsApp’s daily experience.

Goal

Enable users to mute intelligently — reducing notification noise without losing awareness of
important updates.

Success Criteria / KPIs

Metric Goal

Manual checking of muted chats 1 30%



Missed critical messages in muted chats 1 40%
Feature adoption (Smart Mute opt-ins) > 25% within 3 months
User satisfaction (CSAT for “mute experience”) +20%

Retention (heavy group users) +15%

2. ® User Personas

Primary Persona: Community User (Urban India)

e Member of multiple high-traffic groups (school, society, family, work).
e Mutes chats to avoid noise but experiences FOMO and anxiety.

e Uses WhatsApp multiple times daily for personal and community updates.

Secondary Persona: Professional User

e Uses WhatsApp for team discussions and clients.

e \Wants selective updates on key conversations but reduced pings.

3. ¢ Solution Overview

Feature Summary
“Smart Mute” introduces three key improvements:

1. Smart Mute Options:
When muting, users can select:

o @ Mute All Notifications (existing)

o @ Smart Mute (Summary Mode)



m Daily Summary (evening)
m  Weekly Summary (Sunday)
m  Only Priority Mentions

2. Muted Summary View (New Tab or Section):
A dedicated area showing all muted chats with summaries or priority alerts.

3. Smart Indicators:
Greyed-out unread badges or subtle dots on muted chats—so users stay aware without

feeling pressured to check.

4. < User Flows
Flow A: Enabling Smart Mute
1. Long-press chat/group — tap “Mute”.
2. “Mute Chat” modal appears.
3. Select:
o Smart Mute — choose summary frequency or priority filter.
4. Tap “Apply”.

5. System confirms with a toast:

“Smart Mute enabled. You'll get a daily summary.”

Flow B: Viewing Muted Summaries

1. User opens WhatsApp — new tab “Summary” appears beside “Chats”.



2. Summary shows all Smart Mute chats:
o Group Name
o Summary snippet (“3 new msgs today”, “1 priority message”).

3. Tap to open chat directly or mark as “Reviewed”.

Flow C: Receiving Summary Notification (Optional)
At chosen interval (daily/weekly):

e Push notification:

“You have 3 updates from muted chats.”

e Tap — opens Summary View.

5. |iZ] Wireframes

"4 Wireframe 1 — Smart Mute Modal:

e Two radio buttons:
o Mute All Notifications
o Smart Mute (Summary Mode)
m Checkbox options: Daily / Weekly / Priority

e Apply + Cancel buttons.

{74 Wireframe 2 — Summary Tab View:

e Tabs: Summary | Chats | Status | Calls



e Section “Summary (Smart Mute)” with muted chat updates.

e Muted chats visually separated with soft indicators.

(Wireframes already created earlier — can be attached in design section.)

6. % Functional Requirements

ID

Requirement Priority

FR- Add new “Smart Mute” option in Mute PO

1 modal

FR- Create backend scheduler for summary PO

2 generation
FR- Create “Summary” view in Ul PO
3

FR- Implement visual indicators for unread  P1
4 messages in muted chats

FR- Optional push notification for summary P2

5

FR- Enable priority filtering using NLP P2

6

Notes

Includes sub-options for summary
frequency

Generates per-user summaries
based on mute preferences
Displays muted chats summaries
Grey dot or count

User toggleable in settings

Based on keywords (“urgent,”
“meeting,” etc.)

7. “2 Non-Functional Requirements

Type
Performance

Privacy

Localization
Battery/CPU

Accessibility

Requirement

Summaries generated within 10 seconds post scheduled interval.

All summaries processed locally on-device or using E2E-safe

metadata.

Support in all major Indian languages.

Smart Mute should consume <2% additional daily battery.

VoiceOver support for summary and mute settings.



8. i Privacy & Security
e Smart Mute summaries respect E2E encryption.
e Message parsing (for keyword extraction) should be done locally.

e Summaries will display only message count, sender names, and timestamps, not
content, unless opened.

9. 1,1 Analytics & Telemetry

Event Description

mute_chat_smart_mode_e Tracks Smart Mute adoption

nabled

summary_tab_opened Measures engagement
summary_item_opened Tracks which chats are viewed
mute_mode_changed Transition from normal mute to Smart Mute

priority_message_detec  Count of Al-triggered highlights
ted

10. %’ Rollout Plan

Phase Description Timeline
Alpha Internal testing (QA, employees) Week 1-2
Beta 5% users in India Week 3—-6
Full Launch  100% rollout Week 8-10

Post-Launc  Collect feedback, iterate on summary timing and Ul Week
h 10-14




11. Future Enhancements
1. Smart Mute Al Auto-Suggest: Recommend Smart Mute for high-traffic groups.
2. User-defined Keywords: Let users define what counts as “priority.”

3. Cross-device Sync: Smart Mute settings sync across devices (Web, Mobile).

12. Appendix

Example Summary Message
“Today’s Updates:
e Housing Society: 3 messages (1 pinned)

e Parents Group: 1 new event update”

Voice Notification Example (optional)

“You have 2 muted chats with new important messages.”

Would you like me to create a formatted PDF PRD file (with sections, tables, and wireframe
images included)?

| can generate it in a clean product-doc style for easy sharing with PM, design, and
engineering teams.
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