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Transforming Customer Experience with Al

Retail Assistant

| PROJECT OVERVIEW

A leading retail brand struggled to manage growing customer queries

around products, orders, and returns through manual support. They
needed a 24/7 intelligent chatbot to handle end-to-end assistance

while reducing costs and improving accuracy.

CrossML built an Al-driven solution that automated repetitive tasks,
adapted to customer behavior, detected buying intent, and

continuously learned from every interaction.

| KEY CHALLENGES

@ No 24/7 availability across global @
time zones.
High volume of repetitive order,
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return, and refund queries.

X Slow response and resolution A
during sales and peak periods.
) Inconsistent tone and accuracy O

across human agents.

OUR SOLUTION

Limited personalization and lack
of buying intent recognition.

High cart abandonment due to
delayed replies at checkout.

Increasing operational costs
during seasonal spikes.

No sentiment understanding for
empathy-driven communication.
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CrossML deployed an Al-powered Retail Chatbot capable of providing

24/7 intelligent support, integrating directly with backend systems to

ensure instant, policy-aligned, and empathetic interactions. The solution

combined automation, behavioral analytics, and continuous learning to

deliver measurable business value.

| KEY FEATURES

® 24/7 Support
Availability

- Abandoned Cart
**  Recovery Engine

oo Continuous Learning

Contextual
Understanding

Zero-Login
Order Validation

Smart Escalation
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Emotionally
Intelligent Responses

Domain-Trained
Knowledge Base

Proactive Insights
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| WORKFLOW
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| BENEFITS DELIVERED

Metric / KPI

Average response
time

Average resolution
time

Human ticket
volume

Abandoned cart
recovery rate

Customer
satisfaction
(CSAT)

Support cost per
ticket

Human escalation
rate

Before Chatbot After Chatbot

2 hrs <5 mins

24 hrs 4 hrs
10,000/month 4,000/month
1.5% 4.5%

72% 90%

$0.56 $0.17

100% 12%

| QUALITATIVE IMPACT

"M

Notable increase in
agent efficiency for
complex interactions.

@

Emotionally intelligent
engagement improved
brand perception.

(@)

Consistent, brand-
aligned responses
across all touchpoints.

2

Real-time insights
enabled faster, data-
driven business decisions.

Al-Powered Workflow

Auto chat response

Dynamic chatbot

Auto language parsing

ROI

Instant knowledge retrieval

Automated data access

Reduced by 96%

Reduced by 83%

Reduced by 60%

Improved 200%

Improved 25%

Reduced by 70%

Reduced by 88%
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24/7 availability with no

downtime during
global operations.
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