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Past Seminars
過往講座

1. Introduction to Omnichannel Sales & Commerce

Lane Crawford

3. Boosting your brands in China

4. Accelerating your e-commerce business

2. Applications of Platform and Enterprise Data Analytics 

5. Growing crossborder e-commerce for brands in South East Asia



Past Seminars
過往講座

6. General Managers' view on crossborder e-commerce from Hong Kong

7. Data & Privacy in a Digital Age

8. The development of checkout technologies

9. How VR and AR works with commerce?

11. How do brands build a strong e-commerce website with Magento?

10. How enterprise brands grow sales through e-commerce during 
turbulent times?



Past Event
過往活動

Taiwan Delegation Tour 
2019



Supporting Org
支持機構



Established in 2001, is the 
fastest-growing, not-for-profit, 

and politically-neutral trade 
association dedicated to the 

wireless and mobile industry.

To strengthen and grow the 
App development ecosystem 
with business and community 

partners

To support and connect 
companies through the 

collective power of an alliance 
of co-working space, 

accelerators and incubators
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Introduction

15 Asian countries and regions co-organisers :
Cambodia (New Participant), Israel, India (New Participant), 
Indonesia, Japan, Korea, The Mainland, Malaysia, Myanmar, 
Philippines, Singapore, Sri Lanka, Taiwan, Thailand and 
Vietnam



All types of APPs are welcomed

Native App
Applications that were 
developed to run on a 
platform or device

Web App
Applications designed 
to run on any device or 
browser

Hybrid App
Could be installed like a native 
app but it’s written as a web 
app (e.g. HTML and CSS)
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One Minute Video: 

• English voice-over or sub-title must be incorporated 

• Demonstrating the operation of the applying smart app

• The video could be hosted on, for example, corporate website, Youtube, 
Tudou, etc

Application form:  (http://bestasiaapp.hk)

• Indicate clearly which one of the three award categories

• Declare that the company have the intellectual property rights of the entry or 
have obtained the endorsement from other relevant parties 

Valid business registration certificate

Application Procedures

Deadline of online application:
6 March 2020 23:59 (GMT+0800)

http://bestasiaapp.hk/


⦁ Deadline for Submission: 06 March 2020



Photo Taking
拍照
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WhatsApp for Business API



WhatsApp said:

• “People all around the world use WhatsApp to connect with 
small businesses they care about — from online clothing 
companies in India to auto parts stores in Brazil. 

• But WhatsApp was built for people and we want to improve 
the business experience. 

• For example, by making it easier for businesses to respond to 
customers, separating customer and personal messages, and 
creating an official presence.”

https://blog.whatsapp.com/10000637/Introducing-the-WhatsApp-Business-App




What is WhatsApp Business?

• WhatsApp Business is WhatsApp’s enterprise solution for 
MNC/SME. 

• WhatsApp Business supports a subset of the features provided by 
the WhatsApp applications clients already know from Android, iOS, 
Web and other platforms, including end-to-end encryption. 

• The difference is that this application is deployed on a server, and 
the client can use our API to programmatically send and receive 
messages and integrate this workflow with their own systems 
(CRMs, customer care, etc.).

• It allows businesses to easily interact with customers by using tools 
to automate, sort, and quickly respond to messages. 





Why should you use WhatsApp for business?

• The best reason to use WhatsApp for business is that many of your 
customers are probably already using it. More than 60 billion 
messages are sent through WhatsApp every single day.

• Surprisingly, users of WhatsApp and similar services are willing to 
engage with businesses.

• According to Nielsen’s Facebook Messaging Survey, 67 percent of 
mobile messaging app users said they expect to use chat more for 
communicating with businesses over the next two years. What’s 
more, 53 percent of respondents say they’re more likely to shop 
with a business they can message directly.

https://beta.techcrunch.com/2018/01/31/whatsapp-hits-1-5-billion-monthly-users-19b-not-so-bad/
https://www.facebook.com/iq/articles/more-than-a-message-the-evolution-of-conversation?ref=wpinsights_rd










Why should you use WhatsApp for business?

• If your customers and prospects are young, they’re more likely 
to be comfortable using messaging apps for their day-to-day 
communication. 

• A study by Pew Research Center shows that 42 percent of 
smartphone owners between 18 and 29 years old use 
messaging apps like WhatsApp, compared with only 19 percent 
of smartphone owners who are 50 or older.

http://www.pewinternet.org/2016/11/11/social-media-update-2016/


Why should you use WhatsApp for business?

• Plus, messaging apps like WhatsApp have incredible 
engagement rates: 98 percent of mobile messages are opened 
and read, with 90 percent of them getting opened within three 
seconds of being received.

• WhatsApp may already be a key way for your audience to 
share content via dark social—a term to describe when people 
share content through private channels such as email or chat 
apps like WhatsApp, as opposed to more public networks like 
Facebook. 

http://info.dynmark.com/hs-fs/hub/307137/file-650880813-pdf/whitepapers/Intelligence_Review_Edition2.pdf
https://blog.hootsuite.com/dark-social/


Rich Messages

• Send and receive rich messages to opted-in users. 

• Enrich your messages with QR codes, high-resolution images, 
audio files, and document sharing for better customer 
engagement. 



Conversational Interactions

• Personalize messages based on your audience’s attributes like 
customer names, past purchases, or location. 

• By providing a personalized and conversational approach to 
your messaging, you’re enabling richer customer engagement 
helping build customer loyalty. 



Personalised Service

• Customers engage with your brand on their terms, switching 
between real-time and non-real time dialog depending on the 
situation while messaging threads help provide customer 
experience with context. 



Quicker Response Time

• Optimize the chat app for common inquiries resulting in 
quicker response times and faster time to resolution, 
ultimately driving higher customer satisfaction. 



Ensure Data and Message Security

• All communications sent through WhatsApp Business are 
highly secure, providing verified communications within the 
app between the business and the customer. 





Five Creative Ways To Use WhatsApp For You 
Business

1. Orders & order confirmation

2. Automatic appointment reminders

3. Alerts & notifications

4. Surveys

5. Staff Communication





1. Orders & order confirmation

• 確認物品出貨,送貨狀態,訂購貨品的消費者確認其交貨過程
• Annie runs a small home bakery shop. Most of the products she bakes are sold 

within her social circles, and for this she has made dedicated WhatsApp groups 
for her customers. Every time she comes up with some novel concept she lets 
her customers know through WhatsApp group messages. Alongside, she usually 
post pictures of her baking experiments which keeps her customers engaged.

• Owing to the visual appeal of images, most of her products are sold in a matter 
of hours. Additionally, her customers also send her orders through WhatsApp for 
any special occasions, to which she promptly responds. Being a single 
entrepreneur, having a single channel of customer engagement & customer 
communication has helped free a lot to her time allowing her to keep a focus on 
baking.





2. Automatic appointment reminders

• 約會提醒

• James runs a men’s salon which has a decent customer base in 
the nearby locality. He is very meticulous about keeping a 
record of & tracking his customer’s visits. When he finds that a 
customer’s service is due, he sends a reminder message over 
WhatsApp & fixes the appointments over chat.

• He also makes sure to confirm each customer’s plans prior to 
scheduled time. His customer’s adore the personal touch & in 
return, he continues to get their repeat business.





3. Alerts & notifications

• Order Notification
• Sam is a small time milk & newspaper vendor. Usually, every month 

when he used to go out to collect his dues, his visit would not be 
very productive. A lot of people were either not available or were 
low on cash. Due to this, his collection cycle lasted 2-3 weeks which 
is long by any standard.

• Now, 2-3 days prior to his visit he notifies his customers know via 
WhatsApp messages. Providing an advance notice has helped 
reduce the frequency of visits & the required lead time. Also, on 
days of emergencies he alerts his customers via WhatsApp to notify 
his unavailability.





4. Surveys

• Sophie runs a boutique for customized dresses. Most of her 
customers prefer to try their dresses at home, making it 
difficult to collect a reliable feedback at the time of sale.

• She started a novel practice of sending feedback forms a few 
days later, once she is sure that customers would have tried 
their dresses. The process yielded very good results both in 
terms of conversion & quality of feedback. Also, she is assured 
that the feedback received now is quite genuine.





5. Staff Communication

• Justin runs a small sales agency providing field sales staff to 
their clients. Previously, while in the field, the team members 
were unable to communicate with each other smoothly. This 
problem has been greatly solved with WhatsApp groups. 
Communication between teams is now smooth & also, Justin 
now finds it easier to keep a track of each team member from 
a single place. This has greatly streamlined the process for him.







WhatsApp me :

https://wa.me/85263558085







WhatsApp Basic



Contact View



Chat List



Chat Screens/
Chat Thread



Chatbot.com.hk Mr. Jovian Ling
Chatbot.com.hk
Co-Founder



|   W W W . C H A T B O T . C O M . H K18 June 2019

Set Sail Software
Chatbot.com.hk

A.I. Contact Center Solution

Presentation



Company 
Background



ABOUT US

• Founded in March 2015

• Focus on Cantonese and Mandarin Natural Language Processing 

Technology and Enterprise Contact Center Solutions

• Deployed >30 Virtual Assistants in Hong Kong

• Recognition: 

Funding from the Technology Start-up Support 
Scheme for Universities (TSSSU), under the 
Innovation and Technology Fund (ITF)

Cyberport Incubation Programme 2017

AppWorks Accelerator Programme 2018

香港科技大學霍英東研究院
佛山市香港科技大学LED-FPD工程技术研究开发中心
2018 年度南海科大获批专项项目



CLIENTS



SOLUTION
PARTNERS



“We develop AI-enabled
Virtual Assistants that 
attract, engage and 
transact with customers.”



OUR FOCUS

CANTONESE NLP
Our AI-enabled Virtual Assistants have automated 
over 5MM inquiries locally in Hong Kong.

ONE AI, ALL CHANNELS
Our Chatbot Engine build one AI to connect to multiple 
channels including WhatsApp, WeChat, FB Messenger, 
Websites, Mobile App etc.

LIVE CHAT & CRM INTEGRATIONS 
Integrations with Salesforce CRM, Siebel CRM, Genesis, 
Salesforces Support, Zendesk, and more. 



Project
Showcase



General Enquiries
Supported by Set Sail NLP Engine



General Enquiries
Supported by Set Sail NLP Engine on multiple platforms



General Enquiries
Supported by Set Sail NLP Engine



General Enquiries
Supported by Set Sail NLP Engine,
Company and Supplier Search



General Enquiries
Supported by Set Sail NLP Engine,
Company and Supplier Search





General Enquiries
Supported by Set Sail NLP Engine







More A.I. functions
1. Product Search

2. Image Search

3. General enquiries supported by NLP

4. Live Chat Integration





Project Showcase -
Voice-based VA 

for Hotline



Voice Chatbot Demo
Handle Customer Inquiries over Hotline

• Voice-to-Voice Automated Hotline

• Powered by NLP, STT and TTS technologies

• Enable users to chat with the the AI Chatbot over hotlines

• Context-driven responses and multi-level dialog system



Voice Chatbot Demo
Handle Customer Inquiries over Hotline



Auto-reply Facebook comments
and engage with Facebook page users with inbox message



Coupon Redemption
For future re-engagement



Service booking
For customers to drive traffic to retail stores



Campaign
With registration and points accumulation via Chatbot



Campaign
With registration and points accumulation via Chatbot



Re-marketing
With

- Enable subscription for membership checking

- Push notifications to target groups



Re-marketing
With

- Enable subscription for membership checking

- Push notifications to target groups

- Broadcast message to loyalty members



Our Product



A.I. as a Service

English NLP

Knowledge Base
Business 
Process

Automation

Business Services

Cantonese NLP

Open APIs Client Data Help Desk CRM

Corporate Infrastructure

Mandarin NLP

Human/ Machine UX

F A C E BOOK 
M E SSE NGER

W E CHAT L I NE T E LEGRAM N A T I V E  
M O B I L E  A P P

W E B - B A S E D
C H A T R O O M

P R I V A T E  
A P I

Conversation Context

Machine Learning

User 
Preferences & 

Personalization

• Text
• Image
• Voice

• Video
• Documents
• HTML

W H ATSAPP



A Cantonese Example

喂，我想聽晚去尖咀打邊爐wor

Stop word

Pronoun

verb

@datetime

verb

synonyms slang

final particle

“11/11/2017 
1800-2200”

“尖沙咀”

@district 
part of,

@city=“Hong Kong”

“火鍋”

@foodType
part of,

@cusine=“Chinese”

same as “喎”



Content Management 
System



Chatbot Control Portal Module
1. Analytics



Chatbot Control Portal Module
2. NLP Module



Chatbot Control Portal Module
3. Dialog Flow Builder



Set Sail with us.
Chatbot.com.hk

Contact: 

jovian@chatbot.com.hk

+ 8 5 2  6 6 8 8  0 0 5 3   |   W W W . C H A T B O T . C O M . H K



WhatsApp Usage Statistics



USAGE
STATISTICS

5.8M active social media users, 
78% penetration in Hong Kong

74% internet user uses WhatsApp in Hong 
Kong, surpassing other messaging 
applications including Facebook Messenger 
(45%) and WeChat (44%)

78%

74%

WhatsApp is the most preferred 
messaging application with 1.5B active 
accounts worldwide

1.5B



WhatsApp Upcoming Trend



UPCOMING
TREND

WhatsApp is the most popular messaging application in 109 countries



UPCOMING
TREND

WhatsApp usage is expected to be grown steadily with reference to the past 7 
years



WhatsApp for Business API
Use Cases



Set Sail 

Model

Google 

Dialogflow

Facebook 

Wit.ai

Microsoft 

NLP

IBM

Watson

Accuracy in 

English

on correctly 

identifying user’s 

intents

97.2% 66.7% 91.7% 91.7% n/a

Accuracy in 

Cantonese on 

correctly 

identifying user’s 

intents

89.4% 62.1% 78.8% 63.6% 68.4%

WhatsApp Use Cases

1. Customer Service (NLP Agent)
‣ Key Features:

1. Answer FAQs

2. Small talk for casual chatting

3. Pre-trained knowledge base for domain-specific knowledge 

and small talk
‣ Benchmarking of Set Sail’s NLP accuracy in English, Traditional and 

Simplified Chinese

‣ Projects supported by our NLP engine



‣ Key Features:

1. Answer FAQs

2. Small talk for casual chatting

3. Pre-trained knowledge base for domain-specific knowledge and small talk

‣ Benchmarking of Set Sail’s NLP accuracy in English, Traditional and 

Simplified Chinese

‣ Projects supported by our NLP engine

WhatsApp Use Cases

1. Customer Service (NLP Agent)



WhatsApp Use Cases

2. SSO via WhatsApp

‣ Key features

1. Allows users to create an account and 

sign in on the website or mobile 

applications via WhatsApp

2. Perform account binding automatically 

after the account creation

3. Get user’s mobile number and 

broadcast push notifications via 

WhatsApp



How it works

1) User clicks the “Log-in via WhatsApp” 
button on the website or mobile apps to 
open the WhatsApp with a pre-filled 
message. User click the “send” message to 
perform the login.

SSO Integration

Using WhatsApp Business API

Click “Log-in via WhatsApp” 
Button

2) The bot generates an unique URL and 
ask the user to log-in via the link. The link 
can redirect the user back to the website 
or mobile app to complete the signup 
process. 

Users log-in via the link

SSO Completed

Re-marketing/ Notifications

3) Once the user clicks the link, the 
backend performs the account binding and 
records the user’s WhatsApp account and 
number number for future 
communications. 

4) The bot can communicate the user via 
WhatsApp for future notifications 
triggered by the mobile apps or web 
applications. 



WhatsApp Use Cases

3. Booking System

‣ Key features

1. Code-mixing of Cantonese and English

2. Contextual conversation

3. Real life data from database

4. Extract input such as date and time

5. Support time variation

6. Integration with backend systems to 

complete booking



WhatsApp Use Cases

3. Booking System

Offers by Category
i. Merchant

ii. Location

iii. Shopping

iv. Dining

v. Advance search: Offers 

duration/redemption criteria

幫我book下禮拜五晚去尖咀打邊爐呀

‣ Key features

1. Code-mixing of Cantonese and English

2. Contextual conversation

3. Real life data from database

4. Extract input such as date and time

5. Support time variation

6. Integration with backend systems to 

complete booking



A Cantonese 
Example

幫我book下禮拜五晚去尖咀打邊爐呀

Pronoun

verb

@datetime

“25/01/2019"

synonyms

“尖沙咀”

@district 

part of,

@city=“Hong Kong”

slang

“火鍋”

@foodType

part of,

@cusine=“Chinese”

@time

"1800-2200"

"訂位"

action item

final particle

Stop word



WhatsApp Use Cases

3. Booking System
幫我book下禮拜五晚去尖咀打邊爐呀

以下係尖沙咀嘅火鍋餐廳
：

幫我book第一間呀！

OK👌你嘅booking 已經確認左啦
！

‣ Key features

1. Code-mixing of Cantonese and English

2. Contextual conversation

3. Real life data from database

4. Extract input such as date and time

5. Support time variation

6. Integration with backend systems to 

complete booking



WhatsApp Use Cases

4. Offers/Promotions/Coupons

‣ Extensive experience in developing 

engagement Chatbots

‣ Project Showcase:

‣ Mead Johnson

‣ Five brands of L’Oréal including YSL, 

Lancóme, Shu Uemura, Kiehl’s and 

Biotherm

‣ P&G

‣ Harbour City



‣ Extensive experience in developing 

engagement Chatbots

‣ Project Showcase:

‣ Mead Johnson
‣ Five brands of L’Oréal including YSL, 

Lancóme, Shu Uemura, Kiehl’s and 

Biotherm

‣ P&G

‣ Harbour City

WhatsApp Use Cases

4. Offers/Promotions/Coupons



‣ Extensive experience in developing 

engagement Chatbots

‣ Project Showcase:

‣ Mead Johnson
‣ Five brands of L’Oréal including YSL, 

Lancóme, Shu Uemura, Kiehl’s and 

Biotherm

‣ P&G

‣ Harbour City

WhatsApp Use Cases

4. Offers/Promotions/Coupons



‣ Extensive experience in developing 

engagement Chatbots

‣ Project Showcase:

‣ Mead Johnson

‣ Five brands of L’Oréal including YSL, 

Lancóme, Shu Uemura, Kiehl’s and 

Biotherm
‣ P&G
‣ Harbour City

WhatsApp Use Cases

4. Offers/Promotions/Coupons



WhatsApp Use Cases

5. Take and Confirm Orders

‣ Key features

1. Take order with status of shopping cart

2. Order confirmation

3. Integrate with payment platform to 

check out through scanning QR code

4. Shipping tracking



WhatsApp Use Cases

6. Notifications
‣ Key features

1. Send reminders to user for scheduled 

events

2. Broadcast messages to target group of 
user

3. Portal for managing push notifications



WhatsApp Use Cases

6. Notifications
‣ Key features

1. Send reminders to user for scheduled 

events

2. Broadcast messages to target group of 

user
3. Portal for managing push notifications



WhatsApp Use Cases

7. Surveys

‣ Key features

1. Send surveys to user for feedbacks

2. Collect feedbacks for improvement

‣ Project Showcase:
‣ CLP

‣ IKEA



Omnichat Mr. Alan Chan
Omnichat
Co-Founder & CEO



Omnichannel Messaging on E-commerce
for Customer Communications and Marketing Automation

formerly Easychat

Alan Chan (Cofounder & CEO)



Malaysia

Taiwan

Indonesia

Hong Kong Japan

South
Korea

Thailand

Australia
Singapore

Philippines

Since 2017 - Our Presence now

Serving 4000+ online businesses across Asia



進入網站
View Site 查看商品

View 
Product 加到購物車

Add to Cart 結帳頁
Checkout 成功購買

Purchase

Ecommerce User Journey

100%

3%

Conversion Rate = 3%

Visit times before purchase = ?Visit times before purchase = 7



73%
Prefer to Message to business

4 Billion
Active Messaging Users

Call Email

Why Messaging Marketing is So Important ?



Omni-Channel Chat Commerce

Customer



Omnichat Solutions



User Mapping

Omni-channel user behaviours and conversation data 

CHAT

SHOPPING

BROWSING



Omnichannel
Sales & Customer Service



Omnichannel team inbox
Centralize sales and support activities, managed by team

• Web Live Chat

• FB Messenger

• LINE Messenger

• WhatsApp 



Intelligent Auto Reply Chatbot

Keyword Bot triggered by
- Webchat
- Facebook Messenger
- Whatsapp
- Line
- Chatbot



Omnichannel
Marketing Automation



Cross-Channel Segmented CRM
Manage Users across different channels, by behaviour and tagging etc. 



Web Targeting & Tagging

- Location
- URL
- Campaign Source
- Time stay
- Visit times
- New vs Return Users
etc.

Conditions triggered: 



FB feed comment Auto-Reply/PM

Growth Campaigns
- Grow Messenger Subscribers
- Build Segmentation 
- Collect Customer Information



DIY Chatbot Builder 
Design and build any chatbot flow as simple as playing LEGO

Deploy to 
- Web Chat
- FB Messenger
- LINE Messenger



Cross-channel Broadcasts

Cross-channel
- Segmented Broadcasts
- Connect to chatbot campaign



Partnership & Supporting Platform

E-Commerce platform (access to 200,000+ E-Commerce stores in Asia)

Messaging platform

*Official Messenger Platform 

Instructor and partner provider

(access to all major digital agencies in Asia)

*Official partner provider *Official partner provider



Use Case



HH 草本新淨界 – 1st Taiwan Healthy and Cosmetics Brand

Sales & Customer
Services

HH uses Omnichat to integrate Website, Facebook Messenger, & Line to manage 
customer support, sales and marketing campaigns with omnichannel CRM.

Retargeting
Live Chat
Chatbot
CRM
Broadcasts

Conversion Rate 700% 
Bounce Rate 40%



Qmomo – 1st Taiwan Underwear Brand

Sales & Customer
Services

Qmomo uses Omnichat to integrate both Facebook Messenger, Line & Webchat to 
do customer service. Increase 500 % of their customer Engagement.

Live Chat
Chatbot
CRM
Broadcasts

Active Contacts 2.5M
Message Sent 100K/Month
User engagement 500% 



Live Chat
WhatsApp Opt-in
CRM
Broadcasts
API Integration

They integrate Facebook & WhatAapp business API to do automatic API Message 
notification & customer service.

Support & Marketing

Automatic notification
User engagement 200% 



Convert visitors into customers by Omni-channel chat

teams@easychat.co
www.omnichat.ai

Alan Chan (Cofounder & CEO)

mailto:teams@easychat.co
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