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How to use this ebook

Skim the executive summary first, then jump to the checklists and templates. Use the charts to align decisions with

realistic KPIs and timelines.
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01 Executive Summary
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24/7
Availability

Automate first-response

< 1s
Response target

Fast UX matters

2-4 weeks
Typical rollout

Discovery → launch

RM8k-RM26k
Typical cost range

Depends on complexity

In Malaysia, chatbots win when they are operationally integrated: lead capture, routing, and

knowledge-base answers that stay consistent. The goal is not novelty. The goal is predictable

outcomes: faster response, higher conversion, lower agent load.

What makes a chatbot 'agency-grade'?

Clear business KPI, tight conversation design, safe guardrails, human handover, and a weekly optimisation loop

driven by transcripts.

Tip: Keep the first version narrow (top intents), then expand after you measure outcomes.
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02
Malaysia Context: Why Chatbots
Convert Here
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Malaysia is mobile-first and messaging-first. Many SMEs close deals through fast replies, consistent

pricing answers, and WhatsApp follow-up.

Digital adoption signals (DataReportal + MCMC IUS).

• Design for mobile: short messages, one question at a time.

• Offer language choice early (English / BM / Chinese).

• Always provide a human handover path (business hours + after-hours).
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03
Strategy: Pick the Right Use Case
First
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Start with one high-volume use case that has a clear 'done' outcome. This avoids the classic failure

mode: a generic bot that can’t finish any journey.

Use case Best for Definition of success

Support deflection FAQs, order status, store hours, policies 20-40% containment without CSAT
drop

Lead qualification Services with high enquiry volume Higher qualified-lead rate and faster
follow-up

Bookings Clinics, workshops, service appointments Lower no-show rate + less admin
time

Post-sales Warranty, onboarding, usage tips Higher retention and fewer tickets

Avoid 'too broad' V1

Do not launch a bot that promises to answer everything. Narrow scope increases trust and reduces hallucinations.
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04 Implementation Blueprint (2-4 Weeks)
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A typical rollout timeline (based on JOeve stated deployment window).

Phase What you do Deliverables

Discovery Define goals, users, top intents, and escalation KPI + top intents + handover
rules

Conversation
design

Write flows, tone, and multilingual UX Conversation scripts + prompts

Build + integratio
n

Connect CRM/helpdesk/WhatsApp + knowledge base Working bot + integrations

Testing Edge cases, safety checks, monitoring Test report + fixes

Launch + optimis
e

Weekly transcript review and iteration Monthly insights dashboard

If you don’t have a CRM, start with a structured lead sheet (owner, status, next action, due date). You

can migrate later once you understand your true workflow.
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05
Conversation Design (Agency
Checklist)
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• Offer 4-6 quick options + allow free text.

• Confirm before sensitive actions (refunds, payments, personal data).

• Ask one question at a time; keep messages short.

• Make 'Talk to a human' work at any point.

• Use progressive profiling: collect details only after intent is clear.

• Add a safety line: never request passwords or card numbers.

Copy/paste handover scripts

Business hours: “I’ll connect you to our team now. Please wait a moment.” After hours: “Thanks! Our team is offline

now. Share your name + best time, and we’ll reply next working day.”
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06 Privacy, PDPA & Trust
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Treat chatbots as a data project: define what personal data you collect, where it is stored, who can

access logs, and how long transcripts are retained.

Control What to implement

Data minimisation Ask only what you need to serve the request

Redaction Mask NRIC/IC patterns and sensitive fields in logs

Access control Role-based access for transcripts and admin panels

Consent language Clear consent if you want marketing follow-up

Retention policy Define retention window and deletion workflow

JOeve PDPA alignment

JOeve’s Privacy Policy states compliance with Malaysia PDPA and describes data collection/retention/security

measures. Align your chatbot project to the same principles for a consistent customer trust story.
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07 KPIs & Reporting Dashboard
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≤10s
First response

User experience

20-40%
Containment

Phase 1 target

<15%
Unresolved handover

After tuning

↑
Lead capture

Track vs baseline

Metric Definition Why it matters

Containment/deflection Solved without human Direct cost reduction

CSAT Post-chat rating Quality safeguard

Qualified lead rate Leads meeting criteria Sales productivity

Time-to-first-human When handover happens Conversion and trust

Top failed intents Most common breakdowns Your tuning roadmap
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08 Implementation Templates
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Use these templates to speed up internal alignment.

Template What to fill

Intent library Intent name, example user messages, required slots, fallback

Escalation rules When to hand over, to which queue, and SLA

Knowledge base map Which answers must be verified vs generated

Launch checklist Intents tested, logging, dashboards, handover tested

Talk to JOeve Smart Solutions

If you want implementation support (strategy → build → optimisation), start here:

https://www.joevesmartsolutions.com/contact
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Sources & Notes
This ebook references publicly available sources. Figures may change over time; verify critical numbers before

making investment decisions.

• JOeve - AI Smart Chatbot service (pricing, timeline, multilingual):

https://www.joevesmartsolutions.com/services/smart-chatbot

• JOeve - Privacy Policy (PDPA): https://www.joevesmartsolutions.com/privacy

• MCMC - Internet Users Survey 2024 (PDF):

https://www.mcmc.gov.my/skmmgovmy/media/General/pdf2/Internet-Users-Survey-2024-Report.pdf

More free resources

Download more at: https://www.joevesmartsolutions.com/resources
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Ready to scale with AI + digital?
Get a personalised strategy for your business in Malaysia.

Contact JOeve Smart Solutions
Email: thomas@joevesmartsolutions.com 
Phone: +6016 557 2800  |  Penang, Malaysia

Website: https://www.joevesmartsolutions.com/contact
Explore services: AI chatbots, SEM, landing pages, web apps, and automation.




