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Company Background

Shopee is the popular e-commerce platform subsidiary of the SEA

Group. Founded in 2015 and headquartered in Singapore, it is

primarily based in the South East Asian markets such as Malaysia,

Indonesia and the Philippines.

Methodology

2.  Scope Definition

Data Collection

• Extraction from Shopee’s Spark Servers via

ZenDesk APIs for in-depth exploration using

data pipelines built in Python.

• June to August 2018 data comprises more

than 1.5 million tickets extracted.

• Built internal tools to further investigate the

tickets and formulate hypotheses.

Identification of Enquiry Type

● Statistical analysis of customer data extracted identified Return/Refund (R/R) tickets as the area of

highest potential impact based on Pareto charts such as Ticket volume against Enquiry Type and Total

Contact against Enquiry Type.

1. Problem Description

Due to its rapid growth, Shopee

Philippines (PH) is facing a

problem on their customer service

(CS) due to increasing number of

queries, feedback and complaints

received from customers. The

objective of the project is to look for

a more sustainable solution that

could radically improve the

efficiency of the customer service

process without affecting customer

satisfaction.

3. R/R Process Analysis ● Competitor analysis was conducted to benchmark Shopee’s R/R

process and understand service differentiation in the industry.

● Data analysis of R/R tickets extracted was conducted to

determine the severity of the postulated issues.

Agent R/R Process

The agent workflow process was ascertained from investigating the agent 

workflow on the CS resolution software, agent surveys and interviews.

● Manual categorization of enquiry tickets into its respective types is 

inefficient as CS agents are required to read the entire enquiry ticket 

before tagging. Enquiry tickets are often mis-tagged as a result.

● Manual allocation of dispute tickets to the CS agents costs the dispute 

team lead an average of 30 minutes each day and prolongs the 

resolution time of subsequent dispute tickets.

● User credibility checks on users to ascertain the historical user 

credibility for dispute claims would take about 30 minutes per dispute 

case. This is resource expensive and inconsistent due to subjective 

adjudication by CS agents.

General R/R Process

A swimlane process flowchart was drawn to

delineate the possible decisions and interactions

between the buyers, sellers and Shopee CS agents.

Three issues were identified: Manual categorization, Manual allocation

and User credibility

User Credibility Rating System

● Develop a seller rating system to identify seller historical win rate 

and percentile over a moving time average.

● Proof-of-concept developed and demonstrated to Shopee.

Return/Refund Action & Status

● Mockup interface designed to 

highlight the next steps for the 

returns/refunds process.

● Provides increased 

transparency for the 

return/refund process.

Assisted Categorization 

using Machine Learning

● TFIDF analysis was 

conducted to 

determine a word’s 

frequency and 

importance in a ticket.

● Three machine 

learning models were 

used. LinearSVC was 

able to achieve the 

highest average 

prediction accuracy of 

85%.

Redesign of FAQ

● Benchmark 

with 

seven 

ecommerce 

providers to 

improve 

clarity and 

accessibility 

of Shopee’s

R/R FAQ.

30 mins
Spent daily by team lead 

allocating tickets

30 mins
Spent per dispute claim 

to check user credibility

85.0%
Accuracy in identifying ticket 

enquiry type 

4. Validation of Findings

● Extensive discussions and an online video interview was

conducted with the Shopee PH R/R and Dispute team leader

and the Regional Operations team in the Shopee HQ.

● An additional survey was conducted with CS agents for

Dispute tickets specifically.

● Results of the interview and survey corroborated with the

findings for the General R/R process and Agent R/R process.

Limitations

● Credit rating can currently only be calculated for the sellers

because majority of the buyers has too few purchases to 

calculate a rating that is statistically significant.

● Since categorization of the enquiry type and allocation of 

dispute tickets are done manually, data retrieved from this 

two sources are less accurate due to the high rate of mis-

tagging of tickets. This results in a lower accuracy of dataset 

for the Data Analysis Phase.

Future Directions

● Improving user experience and user interface design of FAQ 

page could improve customer satisfaction and reduce 

inbound tickets. 

● The text mining algorithm can be used to build an AI chatbot

which can direct customers to the FAQ page before reaching 

the CS agents. 

● Displaying the credit rating for sellers to the buyers on the 

Shopee platform, therefore encouraging sellers to reduce 

return rates and improve the quality of their products.

Two issues were identified: Obsolete R/R Frequently Asked

Questions (FAQ) page and Lack of transparency of R/R process

5. Propose Recommendations


