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What is 
conversational 
commerce?



C-commerce (what it’s also known), is another form 

of e-commerce. Purchase of goods and other 

services is initiated by conversations between 

customers and business owners. In this fast-paced 

environment where options are close to limitless, 

closing in a sale is getting more and more 

challenging.



 C-commerce brings convenience and relevance to 

the booming e-commerce market through the means 

of chatbots. As the new player in e-commerce, it is 

an effective omnichannel solution because it runs on 

social media and many other messaging 

applications.



Emergence of c-commerce amidst the pandemic, 
with focus on Southeast Asian buyers.

The COVID-19 pandemic has affected the world immensely – lives, livelihood, 

physical and mental state, you name it. The pandemic has also robbed 

communities of social connection, which is one of the most integral aspects of 

society, regardless of age, gender, religion, culture, or race.

The pandemic has initiated social distancing all over the world, which has 

resulted in an unprecedented number of people staying indoors subsequently 

limiting our movements, thus resorting to engaging in online activities. In 

Southeast Asia, 63%* of its population is recognized as among the most 

engaged mobile internet users. No doubt, SEA remains to be one of the most 

connected regions in the world.



Average 
time spent 
on mobile 
phones by 
users 
between 
the age 16 
and 64

(Source: Zalora – South East Asia Trender Report 2020, p. 5)
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Our constant need to connect has translated to 
consumers embracing a new wave of shopping.

Malls and brick-and-mortar stores are now temporarily closed and put on hold. 

Most retail shops have now ventured into the digital world. Because of this, 

conversational commerce is growing like wildfire, with SEA consumers being 

known as intelligent shoppers – always looking for variety and information. 

C-commerce is now being utilized by brands to build connections with 

consumers.

By giving personalized experiences and a compelling customer journey, 

c-commerce gives customers what they need, when they need it. And this is 

key to delivering customer value.
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Why get 
started with 
conversational 
commerce?



“Southeast Asians have evolved in ways beyond imagination. As education 

becomes increasingly accessible, the region’s consumers are driven not just by 

technology, but by information as well. At the same time, this surge in education 

has led to an evolved middle-class landscape, resulting in growing 

mass-affluent clientele. Meanwhile, its mélange of heritage, religion, and culture 

give way to niche consumer demands. In this chapter, we shed light on the 

varied consumer personas that exist within Southeast Asia, and how this 

audience has set itself apart from the rest of the world.” 

– Zalora

South East Asia Trender Report 2020



Conversational automation can help retailers by building a 

24/7 digital channel to speak with audiences through social 

media platforms like Facebook (Messenger) and Instagram 

(new API for Instagram).

Benefits of 
conversational 
commerce
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04
24/7 AUDIENCE 
INTERACTION 
AND 
ENGAGEMENT

Able to communicate and 
entertain the customers 
anytime, anywhere create a 
unique and satisfying 
experience for the audience. 
Being attentive and efficient in 
interacting with the customers 
make them feel like a VIP. 
Being there when they need you 
will help the brand make noise.

02
DRIVE TO 
WEBSITE AND 
SOCIAL MEDIA 
PAGES

Using call-to-actions and 
hyperlinks will motivate the 
audience to visit other 
channels that will supplement 
the product information. 

01
CONVERSION 
DRIVEN

Lead conversion is the crucial 
part of every customer buying 
process. With automated 
sales order process and 
efficient customer service, 
purchasing is made easy and 
more convenient- which is 
what the audience want and 
need. 

03
ACCESS TO 
CUSTOMER 
INSIGHTS AND 
ANALYTICS

Chatbots have the ability to 
accurately predict what a 
customer wants and when they 
want it thus delivering a truly 
personalized customer 
experience. Knowing the 
preferences and wants of your 
audience through digital and 
social listening tools will amplify 
the strategies better and help 
position the brand that will target 
the right audience.
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Why AIAH 
Commerce?



Make e-commerce feel human again.

At AIAH Commerce, we make customers feel valued once again. We make 

e-commerce feel as natural as possible through conversation design and NLP. 

We let brands build warm and welcoming interactions with customers as if two 

friends are chatting over a cup of coffee. 

✔ Bringing brands closer to customers

✔ Creating meaningful interactions

✔ Customer care is a priority

✔ E-commerce at scale (enables brands to reach millions of customers on 

Facebook and Instagram

✔ E-commerce made easy (lets a brand build an online store in 30 minutes)
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Conclusion



Consumer behavior is very complex. It varies from gender to culture to race, 

location, and so on. Despite this seemingly volatile environment, Southeast Asia 

is seen as a promising key player in the retail industry. Enterprises and 

consumers alike are evolving rapidly, showcasing the region’s ability to quickly 

adapt to changes. The pandemic has given both parties another avenue to 

thrive – and that is online. 

Conversational commerce and the use of bots have been in the market for quite 

some time now. But this past year, we have seen it flourish at a rapid state. Both 

humans and bots are getting more intelligent. With consumers now spending 

more time online, retailers are forced to redefine the way they sell and 

engage.



facebook.com/AiahAutomation

twitter.com/AiahAutomation

linkedin.com/company/aiah-automation/

instagram.com/aiahautomation/

Send us a message at sales@aiah.ai to know more.

www.aiah.ai

Making Automation Accessible with

Instant
Apps
Instant Apps automate key business processes, are ready to use

out-of-the-box, and can be managed by non-technical users.
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