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Omnichannel Chat Commerce
疫情持續下，品牌如何使用OMO 整合線上線下衝業績

Convert Visitors to Customer through Chat
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How Retail facing 
under Omicron





很多故事的買家 很硬的賣家

Why Retail need OMO Chat Commerce

Retail Ecommerce

Buy online but need 
Interaction

Convenience

Interaction

Convenience

Interaction

Buy OnlineBut Offline



How WhatsApp 
OMO Chat Commerce Works



3 Types of Official WhatsApp Account

WhatsApp Messenger APP 
(個人版)

WhatsApp Business APP 
(商業帳號)

WhatsApp Business API 
(官方商業帳號)



Pros of using WhatsApp Business API Official Account

WhatsApp Chat Commerce

• Officially Verified 
• Brand Image
• All Customer contacts and conversations belong to the 

Brand, not individual salesperson



WhatsApp Business APP vs WhatsApp Business API

Salesman A
https://wa.me/85252010699

Salesman B
https://wa.me/85252010326

Salesman C
https://wa.me/85252010316

Salesman D
https://wa.me/85252010325

WhatsApp Business APP

✔ Easy to setup, buy sim card only

X No auto assign flow, need 
manually assign

X Many different numbers for a 
company as  every store has a 
separate number (Sim Card)

X All contacts belong to the 
individual salesperson but NOT 
the company

X All conversations stored at the 
individual salesperson, difficult 
to retrieve when the agents quit

X Management cannot oversee all 
the conversations and CS 
quality will be a problem

WhatsApp Business API
X Setup need 7-10 business days, 

but setup once only

✔ With auto assign flow to assign 
customers to salesperson

✔ Single centralised WhatsApp 
number to ensure brand 
consistency

✔ All contacts and conversations 
belong to company, not owned 
by the individual salesperson

✔ Once the salesperson quits, the 
company can easily retrieve 
the contacts and assign to 
other staff

✔ Management can oversee all 
the conversations and CS 
quality can be guaranteed

https://wa.me/85252010699
https://wa.me/85252010326
https://wa.me/85252010316
https://wa.me/85252010325


Official WhatsApp Business API



LEGO Kidsland HK

LEGO HK uses Omnichat to integrate WhatsApp for OMO sales, and omnichannel integration 
official website, Facebook, IG's Marketing and Customer Services

OMO Sales
WhatsApp Campaign 
CRM
Broadcasts

OMO Sales



Step 1 :
Customers view 
on Website / FB 
Ads

Fb Ads drive customers to salespersons at Offline Store

Step 3 :
Customers auto assign to a salesperson 
to do 1 on 1 conversations 

Salesperson A

Salesperson B

Salesperson C

Customer A

Customer B

Customer C

WhatsApp Chat Commerce 

Step 2 :
Customers click the Ads and open 
the Brand WhatsApp Official Account



Salesperson send product link to customers on WhatsApp 
(Salesperson drive customers to buy online)

- Salesperson B chat 
with customers on 
WhatsApp business 
account

- The salesperson 
select the products 
on the Omnichat 
App and send  
product link to 
customers during 
chat 

Salesperson BCustomer

Chat Commerce Offline to Online



Customers buy online, the order belongs to the salesperson
(Salesperson drive customers to buy online) 

- Customers click 
the link and buy 
online 

- The order record 
belongs to the 
salesperson

Salesperson B

Chat Commerce Offline to Online



Sales Performance Report
Shop Message Volume / Order / Revenue Performance



Sales Performance Report
Individual Sales Message Volume  / Order / Revenue Performance



Time Spent：2 Weeks

Revenue：HKD 600,000

香港經濟日報報導

Drive Online Merge Offline OMO revenue  



Timberland - WhatsApp OMO Chat Commerce

Timberland HK 
uses Omnichat to 
integrate 
WhatsApp for 
OMO sales, 
Marketing and 
Customer Services



Timberland WhatsApp OMO Chat Commerce

Customer at Home, view product online, click to 
chat with Sales Agent in WhatsApp



WhatsApp Online customers connect to Offline 
Store Salespersons

Salesperson A

Salesperson B

Salesperson C

Step 1 :
Customers view FB, clink link 
to connect to offline Store 

Step 3 :
System will auto-assign customers to 
designated salesperson to do 1 on 1 
conversations 

Step 2 :
Customers select which stores 
they connect with Offline agent



WhatsApp OMO Coupon Use Case
Step 2：
Connect Stores sales 
people to get unique 
coupon

Step 3：
Customers click to redeem 
the coupon and use on the 
Offline store and Online 
eCommerce as they like

Step 1：
WhatsApp QRcode in Store



Fortress HK – 
OMO Live Selling, Marketing and Customer Care

Fortress HK uses 
Omnichat to 
integrate 
WhatsApp for 
OMO sales, and 
omnichannel 
integration official 
website, 
Facebook, IG's 
Marketing and 
Customer Services



Fortress HK – WhatsApp Chat & Buy

● Customer view online 
(No need to go 
outside)

● Press a button to 
connect Offline 
Stores Salesperson

● Store salespersons 
chat and sell product 
to customers

● Customer buy online
● Transaction recorded 

as Offline 
salesperson 
commission  



Step 1：
Customer click the link on 
lower right corner to call for 
Store persons help

Step 2：
Customer click and open 
WhatsApp / LINE official 
account

Step 4：
Salesperson chat to 
customer, send product link 
to customers

Step 3：
Customer select location and 
bind to the salesperson 
immediately

Fortress HK – WhatsApp Chat & Buy



二：客人打開連結，在遊覽器完成購物，記錄為店員 A 的業績

Salesperson A

Customer

Step 1:
Customers open the link 

on WhatsApp

Step 2:
Customers buy on on 

Web / APP

Step 3:
Commission gain by 
Salesperson

WhatsApp Chat & Buy with Transaction & 
Commission Tracking 



Watsons HK : 
OMO Live Selling, and Customer Care

Watsons HK uses 
Omnichat to 
integrate 
WhatsApp for 
OMO sales, and 
omnichannel 
integration official 
website, 
Facebook, IG's 
Marketing and 
Customer Services



Online customers connect to Offline Store 
Salespersons/ Medical, Beauty Agents

Step 1 :
Customers 
view FB / 
Website 

Salesperson A

Salesperson B

Salesperson C

Customer A

Customer B

Customer C

Step 2 :
Customers scan 
the QR code / 
Clink link to 
connect to 
offline Store

Step 4 :
System will auto-assign customers to 
designated salesperson to do 1 on 1 
conversations 

Step 3 :
Customers 
select which 
stores they 
connect with 
Offline agent



WhatsApp OMO Assign to Sales 
Person to different teams



WhatsApp Chat Commerce 
Online drive customers to Offline Salesperson



WhatsApp Live Video Shopping  



WhatsApp 
OMO Live Shopping



WhatsApp Live Shopping

http://www.youtube.com/watch?v=YOQTQF-uvmc


Omnichannel Chat Commerce

Omnichannel Shopping Cart

Chat Anywhere, Sell Anytime

Customer Info Purchase RecordChat



Omnichannel
Marketing Automation



Coupon Module



Game Module

● 5 classic games to enhance interactions with customers

JackpotLucky WheelScratch-off tickets Draw Lots Gashapon



門市消費滿一千，Scan QRCode 抽獎送 
Coupon



FB Live auto Trigger Coupon

Customers comment on the FB Live Trigger automatic unique coupon 
into customers’ FB messenger

Customers click to redeem the coupon and use 
on the Offline store and Online eCommerce as 
they like



FB Chatbot Campaign
User acquisition from FB Messenger



Auto Web Targeting 
Message

● Auto trigger personalization 
Message

● Click to chat commerce

Ecommerce with Interaction 
(Chat Commerce)



WhatsApp Subscribers

● Turn all your visitors into 
WhatsApp Members

● Auto Tagging
● Auto Messenger Remarketing

WhatsApp Messenger Subscribers



WhatsApp Messenger Remarketing

Browse the page 
and leave the website

WhatsApp Messenger 
Remarketing

After 2 
hours



WhatsApp Segmentation Broadcast

Birthday
Gift



Marketing Campaign Performance Report
View all broadcast message report including sent received and 
read rate

Marketing Campaign KPI

• Sent, Read numbers
• Click Through Rate (CTR)
• Purchase & Revenue
• ROAS
• Failed Numbers



Offline 
Retail

Online 
Shopping

Buy online but 
interaction experience

     OMO
Chat 

Commerce

OMO
Chat Commerce

Post Covid-19 Chat Commerce journey

Retail

Sales Chat Commerce

Online Sales Commission

Ecommerce

Auto Web Push

Chatbot

Auto Tagging

Messenger Remarketing



WhatsApp Business 互動體驗 
Omnichat 服務諮詢



Omnichannel Chat Commerce
Convert Visitors to Customer through Chat

Website : www.omnichat.ai

Email : alan.chan@omnichat.ai



如何透過數碼轉型方案優化零售營運生產力

葉安迪
商業客戶產品及市務部
高級經理

Apr 11 
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講者介紹

葉安迪先生
香港電訊有限公司

商業客戶產品及市務高級經理
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個人客戶

商業客戶

http://www.1010.com.hk/jsp/home/index.jsp
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數碼品牌推廣及客
服工具

利用社交網絡與客戶保
持互動，獲得推廣機會
及分析客戶資訊

數碼辦公室

支援流動通訊平台
的不同營運方案，
配合網絡保安及雲
端儲存/備份。

固網流動通訊結合

將公司業務通
訊流動化

雲端營銷方案應用

提供不同營銷方案
例如CRM 、網上
商店、會員系統等
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• 固網電話與手機同步，配合5G流動網絡
• 就算唔喺 office，都可以以手機接聽和打出
公司2字頭主線號碼既電話

• 將跳線功能延申至手機，就算在家或外出工
作，都可以第一時間以手機接聽

• 流動版 HUNTING  線安排
• 公司通訊流動化

效果:
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• 結合SMS 和WhatsApp 等即時通訊工具

• 自動化宣傳及客服

• 自動對答機讓商戶預設常見問答

• 以QR code引領客戶到自動對答系統

• 沿用公司官方號碼，一號多用，團隊協作
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客戶接觸平台
• 善用網絡社交媒體
• 利用不同平台增加接觸點

服務預約系統
• 適合教育/美容/興趣班

• 可連接手機網站與及社交媒體(FB/Ig)

• 提供專屬網址及專用APP管理訂單
• 後台操控及數據整合
• 透過whatsapp 聯繫，提高營運效益

手機會員系統
• 適合各行各業
• 提供計分、積分獎賞功能
• 分析會員銷費數據
• 設計準確營銷策略
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網上商店 / O2O銷售
• 20分鐘建立專屬網店
• 配合不同付款模式
• 簡易產品管理功能
• 實行全通路營銷策略

智能POS收款方案
• 一機支援16種主流收款方式
• 內置SIM卡，便攜式設計
• 內置列印單據功能
• 何時何地都可進行零售業務營運
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• 多人同步協作
• 一站式工具管理包括即時訊
息、視訊會議、文件與工作
管理等諸多核心功能

• 適用於流動通訊系統
• 方便提供客服、前線員工培
訓及溝通

人力資源管理系統
• 遙距打卡
• 實時詳細考勤紀錄
• 電子排班、假期、薪酬等管理
• 智能流程審批
• 輕鬆遙距處理員工管理事而
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• 總值3,200萬元支援計劃
• 一系列免費及無需簽署任何
服務承諾期的數碼方案

• 包括電子商貿及網上營銷等
不同方案
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點解選擇HKT

穩定流暢網絡 本地支援團隊 一站式通訊及ICT方案供應服務
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Andy Yip 葉安迪

Tel: 2883 9623

andy.yip@pccw.com

中小企熱線: 10088

想理解更多SME資訊?
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Overview of Data & Money Flow

Smart

POS

Visa/Master 

Card

Octopus

HKQR/FPS

Tap&Go

AliPay/WeCha

t Pay

Merchant

Bank A/C

HKQR:T+1

AliPay/WeChat:

T+5

Octopus:

T+1

T+2

T = Transaction Working Day

AE Card

UnionPay/Qui

ckPass Card



Merit Entrepreneur Limited

零售「疫支援」線上研討會

智能編更系統
如何協助零售業在疫下提升生產力

Present by 
Raymond Chan

Merit Entrepreneur
raymondchan@merit-entrepreneur.com

mailto:raymondchan@merit-entrepreneur.com


Merit Entrepreneur Limited



Merit Entrepreneur Limited

人工智能編更系統功能

人工智能預測勞動力需求

自動編更

實時合規管控

手機打卡

手機應用程式

實時管理層Dashboard



Merit Entrepreneur Limited

個案分享一

背景機構: 在香港擁有超過180間茶餐廳的公司

智能編更產出的效益

減少4 % 每月員工工資的成本

提高員工工作效率

提升勞動力管理的透明度

提高員工的滿意程度



Merit Entrepreneur Limited

智能編更系統已實施的功能

1) 預測勞動力需求

採用過去特定日子的銷售額進行分析，預測並自動生成所需的員工人

數及工作時間。

在恆常因素而產生的數據，如每周一或周五，每逢長假期前夕，每年

的農歷年假或復活節假期的銷售額。

異常因素而產生的數據，如受2019年社會運動，新冠狀病毒後的禁晚

市堂食, 消費卷等影響的銷售額

從過去的數據而自動推算生成的所需勞動力

反覆微調後自動推算生成的所需勞動力

Analyze Factors Forecast
Fine 
tune



Merit Entrepreneur Limited

智能編更系統已實施的功能

2)自動編更

最適合的編更排班
A) 按員工的個人情況自動編制工作時間
B) 善用員工的個人特質安排工作地點

符合內部及外部的合規

Labor 
Demand

Staff, Rules 
& 

Compliances

Best Fit 
Scheduling



Merit Entrepreneur Limited

智能編更系統已實施的功能

3)手機應用程式

手機打卡系統所產生的紀錄能有效與公司的財務
會計部無縫整合
減低因計算工資而所需的人力
員工可以透過手機應用程式每月核對個人的工作
日子和上班時數，查閱每月支薪紀錄和每年向稅
局提交的個人報稅表
靈活的工作時間，員工可以調整個人上班時間，
每位員工可自行設置個人的工作時間，如選擇休
假。亦可在手機應用程式遞交年假及病假申請



Merit Entrepreneur Limited

智能編更系統已實施的功能

4)實時管理層Dashboard
Daily Exception

Labor Productivity

Over/understaffing

Work hour distribution



Merit Entrepreneur Limited

個案分享二

背景機構:在香港擁有超過100間零售分店的日資公司

智能編更產出的效益

減少7 % 用於計算員工薪酬的成本
提高員工每月編更的效率
提高數據分析能力
提升品牌形象



Merit Entrepreneur Limited

智能編更系統已實施的功能

1)自動編更

支援不同的輪班編制，如自訂編制為每周一次或每月一次
自訂員工工作模式，如安排每天一班，夜班工作後沒有早班
更，最長連續工作日，最短連續工作日
實時管控考勤紀錄

A) 自動計算及提示哪位員工將符合418要求
B) 編排員工法定假日更表
C) 管理員工的工作日數，如每連續上班6天獲一日休假

Define Work 
pattern

Compliances 
Checking

Auto Roster
Timesheet 

automation



Merit Entrepreneur Limited

智能編更系統已實施的功能

2)手機應用程式

為每位員工所分配的工作時間地點等數據作成本財務分析
如可從一位員工月薪$10000, 同時在A, B, C 店舖工作而計算出3間店舖
使用這位員工的平均成本 ( 拆數)
手機能打卡系統所產生的紀錄能有效與公司的財務會計部無縫整合
靈活的工作時間，員工可以調整個人上班時間，每位員工可自行設置
個人的工作時間，如選擇休假。亦可在手機應用程式遞交年假及病假
申請
員工可以透過手機應用程式每月核對個人的工作日子和上班時數，查
閱每月支薪紀錄和每年向稅局提交的個人報稅表



Merit Entrepreneur Limited

智能編更系統已實施的功能

3)其他Integration

SAP Integration
HRMS Integration
Business Intelligent 
Integration



Merit Entrepreneur Limited

Smart Rostering System – HR on The Go
Workforce Management Solution by Merit Entrepreneur Limited

ME Background

Established in 2015 by HR Tech practitioners with more than 2 decades in the industry
Established HR service team in 2020 by former Country Manager of Adecco
Launched first Workforce Management System in 2017



Merit Entrepreneur Limited

ME Team

Research & 
Development

Customer 
Services

Project Team
Sales & 

Marketing
Recruitment

Payroll 
Outsourcing

HR Tech 
Consultation



Merit Entrepreneur Limited

Functional Highlights

Labor Demand Forecasting
Auto Roster
Real Time Compliances Monitoring
Schedule Footers
Timesheet Automation
Native Mobile App
Real Time Management Dashboard
API Swagger



Merit Entrepreneur Limited

Labor Demand Forecasting

Generate 
Demand 

Shifts

Generate 
Projected 

Sales

Define AI 
Forecasting 
Algorithm

Define 
Farecasting 

Factors

Analysis 
Historical 

Data

Historical data can be 
- Dine In Sales Data
- Takeaway orders
- Foodpanda orders
- Hours Sales & etc



Merit Entrepreneur Limited

Auto Roster

Auto Matching Highest Productivities

Demand 
Shifts

Available 
Staffs

Staff 
Availability

Compliances

Skill & 
License

Best Fit

Essential 

Schedule Footers



Merit Entrepreneur Limited

Real Time Compliances Monitoring

Soft & Hard Alert
Part timer 418 Alert
SH Handling
Consecutive working days
Min/Max shift hour
Rest day policies
Standard work hour



Merit Entrepreneur Limited

Timesheet Automation

Daily allowances
Work hours
OT, Late
Earn time off

Event allowances
Holiday work 
Rest day work
Typhoon/Black rainstorm
Social event
Pandemic work

Periodical allowances
Good Attendance Bonus



Merit Entrepreneur Limited

Mobile App

Available in IOS and Android AppStore

Functionalities

Mobile Clocking by GPS/Wifi
View Payslip & Tax return
View Personal leave and schedule 
View Personal timesheet history
View team calendar
Leave Application & Approval
Rest day preference application
Availability application
Company Broadcasting
Push Notifications



Merit Entrepreneur Limited

Management Dashboard

Daily Exception Labor Productivity

Over/understaffing

Work hour distribution



Merit Entrepreneur Limited

Project Implementation

Discover Build Train Test Launch



Merit Entrepreneur Limited

Project Implementation

Discover
- Conduct user workshops
- Confirm functional requirements
- Confirm technical requirements
- Confirm “To be” operation flow
- Sign off functional specification

Build
- Function development
- Integration development
- System logic development

Train
- UAT training
- Operation training
- Train-the Trainer
- Admin training

Test
- UAT
- SIT
- Fine tuning
- Nursing

Launch
- End user training
- Staff Communication



Merit Entrepreneur Limited

Thank You
Raymond Chan

90386595
raymondchan@merit-entrepreneur.com

mailto:raymondchan@merit-entrepreneur.com

