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C u s t o m e r  e x p e c t a t i o n s  h a v e  c h a n g e d .

T h e  F u t u r e  o f  C X  L i e s  i n  C o n v e r s a t i o n a l  C h a t b o t s



T h e n N o w

Digital media consumption of consumers have shifted to mobile...



• Digital consumers across the SEA region will continue to rise.

• Southeast Asia’s online retail penetration grows 85% year-on-year.

• By the end of 2021, the online penetration from every category is 
projected to grow at least 1.7x (nearly double), even faster than 
what was observed last year.

• Businesses need to adapt to this communication shift as customers 
are turning to chat instead of emails and calls.

• Customers' expectations are higher and expect to communicate 
with businesses 24/7 on messaging apps such as WeChat(1.2 billion 
users), KakaoTalk(49 million users) LINE (84 million users), Viber 
(823 million users)* and WhatsApp.

• WhatsApp (2 billion users)* is the most popular and 
preferred messaging application in Southeast Asia.

Source: Facebook's "Southeast Asia, the home for digital transformation"
*Monthly Active Users worldwide
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1.4x

~30 million more digital consumers vs 2020 – and counting

~70 million new digital consumers since the pandemic 
began

Number of digital consumers in Southeast Asia
(15 years and above)

In today's world ...



W h a t d o e s  t h i s  m e a n  f o r  m e d i u m  a n d  
l a r g e b u s i n e s s e s  i n  2 0 2 2 ?



The Future of Customer Experience

It's all about connecting, communicating and having quality conversations with customers.

DESIGN CONVERSATIONAL AI SMARTER TARGETING FOR HIGHER ENGAGEMENT TRANSFORM CUSTOMER EXPERIENCE

Chat Commerce
FAQs Automation

Engage better with customers 
Enrich data with XACT

Sentiment Analysis
NLP, ML & AI-powered 

chatbots
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In a 2020 survey conducted by Salesforce, customers had this to say....

70% 71% 80% 88%

70% of customers expect 
companies to create new 
ways to get existing 
products and services

71% of customers state that 
now is the time for businesses 
to update and upgrade how 
they operate, engage and 
contribute to society across a 
variety of fronts

80% of customers state that 
the experience a company 
provides is as important as its 
products or services

Amid the pandemic, 88% of 
customers expected 
companies to accelerate their 
digital initiatives, while 68% 
stated that COVID-19 has 
elevated their expectations of 
brands’ digital capabilities



W h a t  i s  t h e  W h a t s A p p  B u s i n e s s  P l a t f o r m ?



Paid service operated through your 
company’s infrastructure and 
accessed via custom UI or third-party 
interface, e.g. CRM.

Can connect thousands of agents as 
well as build chatbots to interact with 
customers automatically.

Option to verify account 
(green check mark).

Can integrate with numerous back-
end systems such as call centres, CRM 
and marketing automation platforms.

WhatsApp Business

Platform



Two Types of Messages

User-

initiated messages

•The user/customer starts a 
message thread by 
messaging the business.
•No prior opt-in required.

Business-

initiated messages

•The business starts a message 
thread by messaging 
the user/customer.
•Requires a pre-
approved template
•Requires prior opt-in



W h a t  a r e  s o m e  o f  t h e  u s e  c a s e s ?



Retail

•Order confirmations
•Purchase receipts
•Delivery notifications
•Delivery tracking

Business-initiated notifications



eCommerce

•Return or refund request
•Order update or change
•Product availability request
•Billing or product service inquiry

User-initiated



Financial Services

•Statement request
•Loan balance inquiry
•Credit limit inquiry
•Lost/stolen card reporting
•Account-related service request

User-initiated



H o w  c a n  y o u  s t a r t  y o u r  W h a t s A p p  t r a n s f o r m a t i o n  
j o u r n e y  w i t h  A D A ?



S c a n  Q R  C o d e  t o  t r y  o u t  t h e  W h a t s A p p  c h a t b o t
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