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WHAT I WANT TO TALK TO YOU ABOUT TODAY
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“AI capabilities 
are present, and 
we need to 
harness them”

“We have come 
along in AI 
adoption, and 
we need to 
build together, 
build locally, 
and build for 
the next level” 

“The AI tools are here, and 
we need to begin using 
them”

NCCC 2024

NCCC 2025

NCCC 2026

65+ organizations
15,000+ frontline staff
BPOs, Banking and FI, Insurance, Tech, 
Travel and Hospitality, Retail and 
eCommerce, Telco, Supply Chain 
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PURPOSE DRIVES AI DEPLOYMENT
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Resolution is critical; Non-
resolution devastates 

satisfaction scores 
(from +33 to -72 NPS impact)

Transparency builds trust - 
Always disclose AI use upfront

(34-point drop in Satisfaction for 
hiding that channel is AI-powered)

Experience drives adoption - 
Positive AI interactions 

increase future comfort levels
(from 25% to 76% comfortable to use 

AI in the future)

Knowledge Management is 
key to AI implementation

Training employees in tools 
impacts satisfaction

(Trained AI users are 25% more 
satisfied than untrained)

Source: COPC Global Benchmarking Research, 2025-26; and COPC CCAM Consumer Research, 2025-26

What we learned from our recent studies in other regions

Malaysia: +87 to +5                Malaysia: from 35% to 87%
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THE PERCEIVED “INTELLIGENCE” OF AI BY MALAYSIAN CONSUMERS
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Question to consumers: “Did the AI application understand your issue?”

76%

81%

87%

74%

77%

83%

Overall SEA Malaysia

AI understood my issue ("Yes") Sat with AI (Top Two Boxes)

Source: COPC CCAM Consumer Research, 2025-26

“We are stuck with technology when what we really want is just stuff that works.” - Douglas Noel Adams, ‘The Salmon of Doubt’, 1996
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THE UNIQUE STRENGTH FOR MALAYSIA
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Consumers are ready, businesses are ready, and there is a ready ecosystem 

COPC CCAM Malaysia Industry Research, 2026; and secondary sources

9 out of 10 respondents said their organization is 
either implementing or planning to implement in 
the next 18 months AI solutions

Only about 1/5th will continue to use the existing 

AI solutions; so about 3/4th will either be 
implementing AI in CX or refresh / change the 
solutions implemented

There are Forums for AI, Agentic AI, higher use of 
RCS, and increased support from the agencies for 
localized AI development, along with the National 
AI Action Plan 2026-2030

38%

55%

37%

35%

13%

5%12%
5%

2024 2026

Currently using Planning (next 18m) No plans Unsure

11%
19%
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THE SANDS ARE SHIFTING, YET AGAIN

6

Generative, 82.7%

Predictive, 48.3%

Multimodal, 41.4%

Agentic, 31.0%

Rule-based 
Automation, 27.6%

Source: COPC Global AI Deployment Research, 2026

Changes and Waves of AI solutions

Multiple choices per selection
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BUILD WITH A PURPOSE
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Access to Kbase, 82%
Real-time prompts, 

75%

Voice Transcription, 57%

Language Translation, 52%

Process flow 
recommendati

ons, 63%

Text Chatbots, 86%

Voicebots, 50%

Conversational 
IVR, 68%

Virtual Agents 
(omnichannel)

, 54%

Sentiment 
Analysis, 57%

Contact Reason 
Analysis, 63%

Satisfaction / 
dissatisfaction 

drivers, 63%

Knowledge 
Management 
Support, 79% QA process support, 52%

Intelligent Routing, 67%
Collaboration (meeting 

assistants, prod tools), 71%

IT Service 
Desk 

Automation, 
56%

Cybersecurity, 
59%

WAH support, 52%

Agent Assist Customer Facing

Analytics

OperationsEnterprise

The 2026 Contact Centre AI Landscape

Laggard: WFM and Talent 
(only about 35 to 45%)

Source: COPC CCAM Malaysia Industry Research, 2026

Multiple choices per selection

Where are people using AI in Malaysian Contact Centres? 
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BUILD TOGETHER: PATHWAY TO AI-NATIVE INTERACTIONS
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Handled by AI autonomously

Source: COPC CCAM Malaysia Industry Research, 2026

“AI is not a tool, it’s an agent” – Yuval Noah Harari, 2024

AI-maxxing?
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BUILD FOR THE FUTURE: ASIA THOUGHT LEADERSHIP IN AI
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Decide who is 
accountable

Understand 
impacts and plan 

accordingly

Measure and 
manage risks

Share essential 
information Test and monitor Maintain human 

control

Six essential practices for AI adoption
October 2025, National AI Centre, Australia

Trust is the 
Foundation People First Innovation over 

Restraint
Fairness and 

Equality

Accountability Understandable 
by Design

Safety, 
Resilience, and 
Sustainability

Seven key principles for AI innovation
November 2025, AI Governance Group, Ministry of Electronics and IT, India

Fairness Reliability Privacy & 
Security Inclusiveness

Transparency Accountability
Pursuit of 

Human Benefit 
& Happiness

Seven core AI principles for AI Governance & Ethics
September 2024, MOSTI and NAIO, AI-RDMP 2021-25, Malaysia
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THE AI GOVERNANCE PARADOX
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While most companies agree to the need of AI Governance, less than half have a formal AI policy

62% 61%

45%

38%

31%

14%

Human validation
of AI responses

Data privacy
controls

Formal AI
governance policy

Real-time
monitoring for

errors

AI audits None currently

Safeguards for AI Deployment

Source: COPC-CCAM Malaysia Industry Research, 2026 

Multiple choices per selection
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WHO IS DEPLOYING AI IN THE ORGANIZATION?
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No dedicated 
team / unsure, 

14.7%

IT / Tech team, 
17.2%

Function-
specific teams, 

19.3%

Dedicated AI 
team, 31.8%

Enterprise AI 
COE, 17.0%

Only about 1/3rd of the respondents 
said their organization has dedicated 
AI teams for deployment

Less than 1/5th have an “AI Centre of 
Excellence”

And there is a +14 pp increase in the 
perceived ROI for AI when deployed 
by dedicated teams or with AI centres 
of excellence compared to the others 
(59% instead of 45%)

Source: COPC Global AI Deployment Research, 2026
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APPROACHES TO CAPABILITY BUILDING

12 Source: COPC AI Deployment Research, 2026

Hybrid
40%

Develop in-house
21%

Bundle 
with 

Enterprise
Platform

21%

Purchase 
from 

third-party 
Vendors

18%
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COPC STANDARDS: A HOLISTIC APPROACH FOR THIS DYNAMIC WORLDVIEW

13

COPC CX Standard Evolution of releases, 1996 to 2026
30 years · from call centre checklist to AI governance framework

* Releases 1.0–3.0 and 5.0 synthesised from COPC historical descriptions and industry record. 
Releases 4.0, 6.0, 6.1, 6.2, 7.0 and 8.0 directly sourced from COPC press releases.
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WHAT ABOUT PEOPLE? – THE CHANGING PERSPECTIVE

14 Source: COPC CCAM Malaysia Industry Research, 2026

Question to practitioners: 
“Has there been a noticeable 

impact of AI on workforce 
skills in the last 12 months?”

9%

91%

No Yes
57%

48%

39%

30%

Upskilled existing
roles

Created new
specialist roles

Reduced entry
level roles

Redistributed
tasks

Multiple choices per selection
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WORK DEFINED IN COPC CX STANDARD R8.0: TASKS + PERFORMERS
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Work = Task
A single action with a clear input, 
performer, output, and intended 

outcome

Performer Types:
Person (human)

System (bot, workflow, AI)
Person + System

Why this shift matters:
✓ Workflow Accuracy
✓ Automation and AI readiness
✓ Training clarity for HITL strategies
✓ Performance Measurement
✓ Easier tracking

HITL strategies
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USE CASE OF HUMAN-IN-THE-LOOP
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# FMEA for deploying Agent Assist AI for two CX operations

1. First page from the initial 17 
FMEA from Claude.ai

2. Human-In-The-Loop (HITL) – use of 
Fishbone Diagram for Risk Identification

3. Finalized FMEA using technical inputs 
and Risk Mitigation Strategies for 15 

prioritized risks

Source: Extract from a COPC advisory project for JAPAC regional client

Expanded the scope by 
170% 
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IT TAKES ABOUT A YEAR TO PERCEIVE ROI OF AI DEPLOYMENT
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Agent Assist

Customer-Facing Tech

Analytics

Operations

Enterprise AI

10%

20%

30%

40%

50%

60%

70%

80%

Less than a year 1 - 2 years More than 2 years

Agent Assist Customer-Facing Tech Analytics Operations Enterprise AI

Average 
30%

Average 
41%

Average 
54%

Source: COPC Global AI Deployment Research, 2026
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CALL TO ACTION

# Design Together

No separate approach for AI-native business; but a single, coherent build to bring people and AI together

# Design with Purpose

Resolution remains the Northstar and the purpose of the build

# Design for the Present as well as for the Future

Agility in practice; build on Malaysia’s strengths

# Measure the Impact

Translate thought leadership into practice with confidence; drive ROI and impact of AI deployment to business and society 
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WHAT WE DO
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CX IMPROVEMENT CONSULTING

STRATEGIC SOURCING CONSULTING

TECHNOLOGY CONSULTING

We draw on our interdisciplinary knowledge and deep 
operational expertise to assist clients with technology solutions 
that deliver real value and help them stay competitive in an 
ever-changing market.

TRAINING

RESEARCH

Employee experience, customer experience, and competitive 
research to equip your leaders with insights to guide decisions 
and strategies.

CERTIFICATION

Companies that have been certified by COPC are renowned in 
their respective industries and demonstrate a commitment to 
excellence in their operations.

COPC has Six Key Pillars of CX Operational Support
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Thank you!
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Dr. Shreekant Vijaykar
svijaykar@copc.com

+60 18 901 0495
 in/shreekantvijaykar/

COPC Inc. is the official knowledge partner of the Contact Centre Association of Malaysia (CCAM)
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