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1. Shift

Cost Center = Profit Center (RZEZ £ ERPY)

2. Al Role

90% Self-Resolution via 'Al Agents' (not simple chatbots)
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3. Human Role

Creating "Fans’ through empathy and surprise

4. Metric

Success measured by LTV & NPS, not just efficiency
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Traditional CS
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» Cost Center (AX FE>%R-)
» Reactive / Waiting for complaints (|15 « E50E)
« FAQ Search (FAQDRFRE)

« Profit Center (FOZ7 1w b5 —)

« Proactive / Fan Creation (%
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Technology (90%) Human (10%)

= ZE— I (Speed) = 5L (Empathy)

= F|{EM (Convenience) = £55!R% (Specialness)

= ZiZ (Reliability) = ;%UL\{S5E (Deep Trust)

= Automating the mundane to create margin » Using margin to deliver
emotion
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Order History

Delivery Status

Delivery Status
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Neutral/Positive | 1
Al Auto-Resolution

Customer Input Al Analysis TR

Noto Serif JP Regular Detects "Impatience" (£D) Detected

or "Dissatisfaction" (%)
Human Operator Toss-up
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(Preventing escalation)
Noto Serif JP Regular
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Scenario 1: Logistics Trouble (¥ b 57 L)

Al detects delay
— Customer hasn’t
realized yet.
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Scenario 2: Usage Timely Intervention
- l = .

Stagnation (FIB{E#) e

: A
Al detects "no login" or o—>ro—— > u é
"unused features" post- Product 3 Days Later :

Arrival (No Usage Detected) Tu't orial Helpful
purchase. Video FAQ
(EhiEfzER)
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Editorial Futurism
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Core Concept: BmABR
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Strategy: Expectation Gap
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Outcome: Lifetime Fan
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Context:
rENZEANIEVLWVLWDHD DO 5 E0
(I don’t know which one to choose)

Action:
Specialized staff via Video Call/Chat

Shift:
Selling — Solving Customer Issues

(REZ DEREMR)

Impact:
Direct contribution to LTV
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Role 2026 Scope Value Provided

, et AE—F - FEME - IR
ELINTITy * IRTTHERS .
Al Agent g%uﬁﬁ? WAUHESS -« 7ol D (Speed, Convenience,

Peace of Mind)

TR - HFRIR < RVMERE
(Empathy, Specialness,
Deep Trust)

Human MR - FSZ IV -
(CS Staff) L7 S
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2026 CS Value Dashboard
CSERDIE—FE NPS Fv—PhER
(Repurchase Rate via CS) (Net Promoter Score) (Churn Prevention)
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+P0|nts Count

Moving away from "Average Handling Time" (Efficiency) to Value Creation.
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@ Is your self-resolution rate over 90%? (Does Al understand context?)
@ Do you have a “Sentiment Analysis” trigger for human handover?
@ Are you sending proactive messages before the customer complains?

@ Does your staff have the authority/budget to provide ‘Surprise’ recovery?

@ Are your KPIs tracking Repurchase Rate and NPS, not just Time?
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