


Beng Yeo 楊明傑
CC & CX Specialist客戶體驗專家

Empowering Hyper-personalized CX
打造超個性化客戶體驗

次世代人工智能客服&體驗
Next-gen AI Digital 
Engagement



Agenda
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• Understanding Today’s Customer 
Expectations

• Cost To Serve vs CX

• Introducing AI Digital Engagement 
Solution

• Use Case – AI Chatbot Assist Escalation 
to Agent Assist

• Use Case – Call Deflection to AI Digital 
Self Service

• Use Case – Unconventional Customer 
Engagement

• Technology At a Glance



Modernized Customer Expectations & Demands Today
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Modernized Customer Expectations & Demands 
Today

Connect my way Fix my 
problem first 

time right

Proactively 
reach out

Don’t make me 
wait or repeat 

myself

Empower the 
agent with 

context

Reach out when 
you see a 

problem before 
it’s a problem

Connect them 
where they are, 
sometime with a 
text, sometime 

an actual person

Know their name 
the first time, know 

their contact 
history, know their 
sentiments history

Answer their 
questions with 

the right 
knowledge
Bring in the 

expert

Know their who they 
are and their 

problems in every 
journey

Don’t transfer me 
around
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Struggle Between Providing Better CX vs 
Reducing Cost to Serve

Cost to Serve
60%-70% is Agents Cost

Customer Experience
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Introducing Next-gen AI Digital Engagement 
(Powered by Webex Contact Center & CPaaS)

• Call Deflection to Digital Engagement across all channels

• Automation – provide AI Digital Engagement via interactive two-
messaging self service

• Human – deliver Hyper-personalized engagement with live person 
with customer journey history

Reducing Cost to 
Serve

Hyper-
personalized CX

Outcome

Connected 
Customer Journey



AI Chatbot Assist Self Service Escalation to Agent Assist
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Deflecting Bad Experience to 
Effective AI Digital Self Service

Overdue 
payment, call 

hotline Put on hold, 
long wait time

Transfer, put 
on hold again

Repeat 
information

Unable to 
solve issue
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Unconventional Hyper-personalized Customer 
Engagement
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No surge, ever. 

Ride with us

Or message us nowDownload the app

Unconventional Hyper-personalized Customer 
Engagement
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Escalation to Agent Assist
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Technology At a Glance – Webex CC & CPaaS
Platform
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Simplifying The Complexity





Thank you
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