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Moment’s worth travelling,
Memories worth queuing for,
Magic worth sharing.
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. Why? The progression of economic value
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| The experience economy

Differentiated

Competitive
Position

Undifferentiated

Stqge
experiences
services

Extract
commodities
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”AI is the most powerful tooI humamty’f_':’i

has ever created The rate of
|mprovement @faster than any
technology We have ever seen
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Digital Service
experience i experience

,. The Four Pillars ..
of CX Excellence [

Brand ;li Employee

experience experience
008 p
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 Getting started...

: The Stateof .

Join us
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Exceptional CX | '
i Mastery Scale g

Emerging Digital Experience

Approaching

Exceptional CX

Proficient

* Ok ok

Advanced

CX Stars Malaysia
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Exceptional CX Pillars

Exceptional (Mastery)

Source: Twimbit CX Practice
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 Mastery scale measurements

Digital
experience

 Personalisation & innovation
- Mobile app experience engagement
- Self-service capabilities
« Security & privacy

Brand
experience

« CX part of brand promise
- Seamless digital + support strategy
- Consistent messaging and experience
- Innovation strategy/process
« Social media engagement

60+
para meters
(1 to 5 rating)

Qualitative+ Quantitative

- twimbit

Service
experience

» Omnichannel & self-service options

» Support availability & ease of access
« Contact centre innovation
« Resolution, Satisfaction

Employee
experience

« Tools & processes that empower

employees
to drive better CX
- Innovation & culture
« L&D / training programs on CX



Methodology

Company
Selection

Shortlisted §

100
companies
across 12
industries in
Malaysia

B Framework

Design

Defined 60+ §

parameters

across the
four

dimensions

AL e SR ST

Data
Gathering

Collected
data
across
multiple
reliable
sources

.‘ . SéUI’Cé: The Sta‘Fe‘Of CX Ma[_a‘ysia 20"24. e

Parameter
Rating

Ensured
consistent
rating
methodolo

gy

Score :
§ Compilation B

Aggregated
individual
parameter
scores

And
Calculated
scores for
each

®  dimension

Company
Positioning

Placed
companies
on the CX
mastery
scale &
Determine
d relative
positioning

Industry
Analysis

Benchmarked &

companies
within
industries
Identified
sector
leaders and

B best practices
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Index
Creation

Calculate
d the
national
CX index
and
establishe
d industry
benchmar
ks
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Top 20 Malaysmn CX Stars
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Company
AEON
AEON Credit Service

Affin Bank

Agrobank Malaysia

AIA Malaysia

Air Asia

Alliance Bank

Allianz General Insurance
Malaysia

AmBank

Amway Malaysia

Astro

Bank Islam

Bank Muamalat Malaysia
Bank Rakyat

Bank Simpanan Nasional (BSN)
Batik Air

Berjaya Hospitality Group

Boost

CelcomDigi

Chubb Insurance Malaysia
Berhad

CIMB

CJ Logistics
Columbia Asia
COWAY Malaysia
DHL

Emerging CX

) DAarte ke

Developing CX
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Industry

Retail

Digital banks & Financial
services

Banking
Banking
Insurance
Travel & Hospitality
Banking

Insurance

Banking
Retail
Consumer services
Banking
Banking
Banking
Banking
Travel & Hospitality
Travel & Hospitality

Digital banks & Financial
services

Telco

Insurance

Banking
Logistics
Healthcare
Retail
Logistics

Proficient CX

* k *Yrve

CX Rating

3.77
3.56

3.74
3.55
4.01
3.63
3.61

3.69

3.76
3.78
3.60
3.64
3.52
3.68
3.53
3.13
3.42

3.86
3.76
3.61

3.74
3.66
3.28
3.72
4.06

Advanced CX
* % * % ¥y

Scale
Proficient

Proficient

Proficient
Proficient
Advanced
Proficient
Proficient

Proficient

Proficient
Proficient
Proficient
Proficient
Proficient
Proficient
Proficient
Proficient
Proficient

Proficient
Proficient

Proficient

Proficient
Proficient
Proficient
Proficient
Advanced

Exceptional CX
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Company

Eco World Development Group
Etiga General Takaful Berhad
Fedex

Firefly

FWD Takaful Berhad

Gamuda Land

Gas malaysia Berhad

GDEX

Genting Group

Grab

Great Eastern Life Assurance
(Malaysia) Berhad

GX Bank

Hong Leong Bank

HSBC Bank Malaysia

IHH Healthcare
Immigration Department
Malaysia

Indah water Konsortium
Jaya Grocer

KPJ Healthcare

KWSP/Employee provident
fund

Lazada

LHDN

Malaysia Airlines

Malaysia Airport Holdings
Manulife Insurance Berhad

Industry

Property developer
Insurance
Logistics
Travel & Hospitality
Insurance
Property developer
Utilities
Logistics
Travel & Hospitality
Digital e-commerce

Insurance

Digital banks & Financial
services

Banking
Banking
Healthcare

Public sector

Utilities
Retail
Healthcare
Public sector

Digital e-commerce
Public sector
Travel & Hospitality
Travel & Hospitality
Insurance

CX Rating

3.40
4.00
4.02
3.28
3.64
4.00
3.04
3.22
3.61
4.09

3.57

3.86

3.83
3.81
3.68

3.61

3.50
3.49
3.71
3.47

3.89
3.10
3.84
3.64
3.53
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CX Mastery
Scale

Proficient
Advanced
Advanced
Proficient
Proficient
Advanced
Proficient
Proficient
Proficient
Advanced

Proficient

Proficient

Proficient
Proficient
Proficient

Proficient

Proficient
Proficient
Proficient
Proficient

Proficient
Proficient
Proficient
Proficient

Proficient

I companies with Advanced CX-



Company

Maxis

Maybank

MBSB Bank

McDonald's

MCIS insurance berhad

Media Prima Television Networks
Mr DIY

MSIG Insurance Malaysia

Mydin Retail

MyEG

Nippon Express
Oldtown White Coffee
PERKESO

Petronas

PIDM

PLUS

Pos Malaysia

Prudential assurance
malaysia berhad

Public Bank

QBE Insurance (Malaysia) Berhad
Redtone

RHB

Sabah Electricity

Sarawak Energy Berhad

Shopee

Sime Darb

Emerging CX

* YOV

Developing CX
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Industry

Telco
Banking
Banking

Food & Beverages
Insurance
Consumer services
Retail

Insurance

Retail
Public sector
Logistics
Food & Beverages
Public sector
Utilities
Public sector
Public sector
Logistics

Insurance

Banking
Insurance
Telco
Banking
Utilities
Utilities
Digital e-commerce

Property Developer

Proficient CX

* Kk kX

CX Rating

3.84
4.00
3.54
331
3.30
3.26
3.69

3.44

3.45
3.42
3.45
3.52
3.37
4.20
3.44
3.34
3.33

3.70

3.76
3.26
3.45
3.91
3.37
3.38
411

3.78

Advanced CX
* % * % ¥y

CX Matery
Scale

Proficient
Advanced
Proficient
Proficient
Proficient
Proficient
Proficient

Proficient

Proficient
Proficient
Proficient
Proficient
Proficient
Advanced
Proficient
Proficient
Proficient

Proficient

Proficient
Proficient
Proficient
Proficient
Proficient
Proficient
Advanced
Proficient

Exceptional CX
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 The 100 CX Stars in Malaysia

Company

Skyworld Development Berhad

Speedmart
Standard Charted Bank
Malaysia Berhad

Starbucks

Sun Life Malaysia Takaful
Berhad

Sunway Medical Centre
Suruhanjaya Syarikat
Malaysia/Companies
Commission of Malaysia
Syarikat Takaful Malaysia
Keluarga Berhad

Takaful Ikhlas General
Berhad (part of MRNB group)

Telekom Malaysia
Tenaga Nasional
Thomson Hospital
Time dotcom

Touch 'N Go
Touch N Go Digital

Tune Insurance Malaysia
Tune Talk

UEM Sunrise

Umobile

UOB Bank

UPS

YTL Communications
Zurich General Insurance
Malaysia Berhad

Zus Coffee

.

Industry

Property developer
Retail

Banking

Food & Beverages
Insurance

Healthcare

Public sector

Insurance

Insurance

Telco
Utilities
Healthcare

Telco

Digital banks & Financial
services

Digital banks & Financial
services

Insurance
Telco
Property developer
Telco
Banking
Logistics
Telco
Insurance

Food & Beverages

CX Rating

3.79
3.03

3.74

3.32
3.35

3.47

3.23

3.34

3.53

3.73
3.82
3.15
3.75

3.78

3.93

3.99
3.50
3.70
3.59
3.60
341
3.74

3.72
3.79
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CX Mastery
Scale

Proficient
Proficient

Proficient

Proficient
Proficient

Proficient

Proficient

Proficient

Proficient

Proficient
Proficient
Proficient
Proficient

Proficient

Proficient

Proficient
Proficient
Proficient
Proficient
Proficient
Proficient
Proficient

Proficient

Proficient

M companies with Advanced CX-
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~ The Malaysia CX Index

= Malaysia CX Index

B 2024 o
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Purposeful innovation

RM 74.00
TOP-UP RM 74.00 ~ 2.6k pts
TOP-UP REDEEM

@ FUEL STATION

PETRONAS Kota Damansara

Select a pump

2 3

PETRONAS

Fuel amount: RM50 Fuel amount: RM50 CHANGE

Petrol credit Parking Café Mesra  Car service
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Touch
nGo

eWallet | £y !

Prepaid

I'.
Groceries Food & Travel &
Beverages Fashion

Payments

e s siiblifying Payiments, o e o e Gamifyide Loyalty”
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' Fearless innovation

HEALTHIER, LONGER,

¢
<) \
BETTER LIVES B
Q¥ L\
N\ N\

Traditional
Interview

Unconscious
human biasness.

emie o HELLO FROM ALEXIS & AISYA

AIA'S FIRST Al TALKBOT SOLUTION

~ ‘twimbit

AlA
ELITE ACADEMY

Empowering Winners

NEW

Interview

Al is objective,
leaving no room
for human bias =

Swipe for more | >
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.-The story varles by mdustry Some are , i
| j-v'j-._:.-sprlntlng... others are just warmlng up
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 3forces shaping the future of CX

The Al Revolution

"Al without EQ is just artificial"

- Not replacing human touch
- Enhancing our natural warmth

- Making every interaction smarter




~ 3stagesofadoption

~ twimbit
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OCBC GPT

A private ChatGPT
environment to assist
over 30,000 employees
in writing, research and
ideation

&

OCBC Wingman

Coding assistant to
auto-generate codes,
debug and improve
computer system
codes

@
dah

OCBC Whisper

Transcribe and
summarize customer
calls as well as analyse

transcripts for potential

process anomalies

L

OCBC Buddy

Internal knowledge
chatbot, info and
document search,

record and transcribe
F2F meetings

- twimbit

Document Al

Extract and summarize
key info from financial,
risk and ESG
documents simply with
drag-and-drop process



Wk ansfer funds

Persomiceld
firancral souctions

Mobile banking 2019 |

~ ‘twimbit

' - Inclusrve for everyone —
B small busrness unbanked

4 Embedded mto your llfe &
’ “~;Journey

(I8 Easy, secure and hlghly

accessrble
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AI aSS|stant for everyone o G el e et T
SZOK in. 5 6 years Text to Anythmg - - Digital Twin.
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The Al Revolution The Social Symphony The Trust Equation

"Al without EQ is just artificial" 4 "Experience is the new "Privacy isn't just a feature —
' social currency" it's an experience"

- Not replacing human touch , - Every moment is shareable - Cybersecurity with a human face
- Enhancing our natural warmth ; - Every review shapes reality - Safety that feels natural

- Making every interaction smarter l - Every interaction is public - Privacy that builds trust
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B 1 - #2 - #3
I Talent Al ~ Cultural
I Transformation S=2.CEIEN - ~ Advantage

B The Human Edge Our New Sixth Our Secret
| ~ Sense ~ Weapon
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Our hearts together
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Manoj Menon
We help build and grow purpose-
driven businesses

L.Connect withus.i: .~




