Customer Engagement:
The Future of CX Lies in Conversational Chatbots
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Customer expectations have changed.

The Future of CX Lies in Conversational Chatbots




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

Then Now




In today's world ...

~30 million more digital consumers vs 2020 — and counting * Digital consumers across the SEA region will continue to rise.
~70 million new digital consumers since the pandemic * Southeast Asia’s online retail penetration grows 85% year-on-year.
began

* 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.

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

* 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 appllcatlon }n §outheast Asia.
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The Future of Customer Experience

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

DESIGN CONVERSATIONAL Al SMARTER TARGETING FOR HIGHER ENGAGEMENT. TRANSFORM CUSTOMER EXPERIENCE
Sentiment Analysis Engage better with custemers Chat Commerce
NLP, ML & Al-powered Enrich data with XACT . ? > ¥ fAx@s.Automation
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In a 2020 survey conducted by Salesforce, customers had this to say....

70% 71% 80% 88%

70% of customers expect 71% of customers state that 80% of customers state that Amid the pandemic, 88% of
companies to create new now is the time for businesses the experience a company customers expected
ways to get existing to update and upgrade how provides is as important as its companies to accelerate their
products and services they operate, engage and products or services . =~y .= digital initiatives, while 68%
contribute to society across a Y 24 ' stated that COVID-19 has
variety of fronts bad elevated their expectations of
oo™ o8 i . 4 i g brands’ digital' capabilities
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What is the WhatsApp Business Platform?




WhatsApp Business
Platform

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

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

Message Templates Facebook
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Template Name 7 Category ™ Quality... T Preview 1 Languages Last Updated

ckpt_capt Account Update o High {(1}}is your Facebook security code.. @ Engish @ H " o (8R) @ Frenc Marathi 1 09/14/2018

Can integrate with numerous back-

el e_link Account Update Unavailable If you're looking for help with your F.. ®English (US) ®Swahili  ®Polish ® Turkish ®Urdu ®Uzbek ® Croatian @ Spanish 06/08/2018
end systems such as call centres, CRM —— o e . G I (D G @B G G =
e: 0 ‘Account Update Unavailable {1} is your {{2}} password reset co.. ®English (US) @Telugu @Urdu @ Afrikaans @ Hebrew @ Macedonian @ Bulgarian ¢ 06/08/2018

and marketing automation platforms.

Account Update Unavailable  {{1}}is your {{2}} login code. e Engish e, d o oFolish @ English (UK)  ® Bengall ~ ® English (Ut 06/08/2018

Account Update Unavailable  {{1}}is your {{2}} one-off password. eEngish e Danish ®Polish ®Arabic  ®Marathi @ Ukrainian  ® Persian @ Vietname: 06/08/2018

- .
L - Account Update Unavailable  Get back on Facebook by clicking: {{.. @ English (US) @ Serbian @ Chinese (CHN) & BR) ®French @ n  06/08/2018
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. . » '. ' e ‘ ° 5 e Account Update Unavailable  {{1}}is your Facebook confirmation .. @ English (US) @ Estonian @ Croatian @ Irish & Spanish (SPA)  ® Malay  ® English (UK) 06/08/2018
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Account Update o High {{1}}is your Facebook confirmation .. @ English (US) @ Czech ®Tamil @ Norwegian @ Azerbaljani @ Dutch @ French @ Hu 06/08/2018
. ‘ Account Update Unavailable  Your code is: {{1}}. Go to Facebook .. @ English  ® Bulgarian  ® Spanish (SPA) @ Vietnamese @ Gujarati @ Korean  ® Greek  06/08/2018

Account Update Unavailable  Your code is: {{1}}. Go to Facebook ® English (US) " ®Ulainian  ®Chinese (CHN) @ Telugu @ French @ Polish 06/08/2018




User-
Initiated messages

*The user/customer starts a
message thread by
messaging the business.
*No prior opt-in required.
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Two Types of Messages

V4N 927

< ‘ Global Voyager Online Travel

Hi, do you have child friendly activities
for your Bali travel packages?

Hi Anaya! Yes we have many activities
for all age groups and are happy to
customize your itinerary based on
your preferences. We specially
recommend snorkeling, hiking and
elephant safari. Here’s a brochure
with all info and some photos. 4 T

Perfect! = | want to opt for snorkeling
and hiking

(0]

< ‘ Global Voyager Online Travel :

Perfect! - & | want to opt for snorkeling

and hiking

Sure! We will customize your tour
itinerary! Feel free to message us
anytime!

Wednesday

We are pleased to confirm your tour
package! Please refer to the below
attachment for your reservation
details and documents. Thank you
for choosing Global Voyager Online
Travel. We wish you a wonderful
holiday!

Global Voyager Online Travel
Booking Confirmation

reling your tour package booked with Global Vo,

vt Booking Confirmation_AB135Z.pdf

V40 027

Business-

Initiated messages

*The business starts a message
thread by messaging

the user/customer.
eRequires a pre-

approved template
:Requires prior opt-in
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What are some of the use cases?




Retail

Business-initiated notifications

eOrder confirmations
ePurchase receipts
eDelivery notifications
eDelivery tracking
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< @ Feroldi's @
online

TODAY

Your order has shipped!

3items
Arrives by Wed, Mar 14

OnTrac 1234567891(
Shipped to

1234 Main Street
Anywhere, USA

(2 Track your order
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eCommerce

1:36 PM

¢ & Wind & Wool &

User-initiated

Today

| would like to order
eReturn or refund request a new sweater

eOrder update or change
eProduct availability request
eBilling or product service inquiry

Thanks for messaging
Wind & Wool! Here’s a sneak
peek at our new winter line!




Financial Services

User-initiated

eStatement request

eLoan balance inquiry

eCredit limit inquiry

eLost/stolen card reporting
e Account-related service request

a . CS Mutual #

online

Hi there, | can't recall the limit on my
second credit card.

Hi there, To proceed with this request
we need to authenticate you. What's
your customer number?

775478Y

Thanks. Now on to your security
question, what's the city you were born
in - type the first and the third letter.

Thank you. The limit on your second
credit card is $5,000.




How can you start your WhatsApp transformation
journey with ADA?




Scan QR Code to try out the WhatsApp chatbot
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CONTACT US TODAY.

ADA-ASIA.COM/CONTACT-US/



http://ada-asia.com/contact-us/
https://www.facebook.com/ada.asiapac/
https://www.linkedin.com/company/ada-asia/
https://www.youtube.com/channel/UCDJiu3xHaUJtE7-EyLgoU-A
https://www.facebook.com/ada.asiapac/
https://www.linkedin.com/company/ada-asia/
https://www.youtube.com/channel/UCDJiu3xHaUJtE7-EyLgoU-A

