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Company Background Methodology

Shopee is the popular e-commerce platform subsidiary of the SEA Propose
Group. Founded in 2015 and headquartered in Singapore, it is Problem Scope Process Validation of Recommendati-
primarily based in the South East Asian markets such as Malaysia, Descriptior Definition Analysis Findings

Indonesia and the Philippines. ons

2. Scope Definition

Due to its rapid growth, Shopee| [ Data Collection Identification of Enquiry Type
Philippines (PH) is facing a| |* Extraction from Shopee’s Spark Servers via| e Statistical analysis of customer data extracted identified Return/Refund (R/R) tickets as the area of

problem on their customer service ZenDesk APIs for in-depth exploration using highest potential impact based on Pareto charts such as Ticket volume against Enquiry Type and Total
data pipelines built in Python. Contact against Enquiry Type.
: : June to August 2018 data comprises more
gueries, feedback and complaints 2
. d f Th than 15 m|”|0n t|CketS extracted Enquiry Type Ticket Volume Enquiry Type Contact Volume
receive rom  customers. € Built internal tools to further investigate the

objective of the project is to look for tickets and formulate hypotheses.
a more sustainable solution that

could radically improve the E S T

eff|C|ency Of the Customer SerV|Ce user_id int user_id int created_at datetime

details varchar ticket_id int ticket_id int ' s s
process WIthOUt affeCtI ng CUStom er country_id int created_at datetime event_id varchar . .. 0% .- %
S at|SfaCt| O n R country_id int attachments varchar -_ ,.: -- 10%

0%

enquiry_type varchar Logistics General Enquiries Return / Refund Payments General Feedback Marketing & BD  Content / Legal Logistics Return / Refund General Enquiries  Payments  Account & Fraud General Feedback Marketing & BD ~ Content / Legal

(CS) due to increasing number of

3. R/R Process An alysis e Competitor analysis was conducted to benchmark Shopee’s R/R | Agent R/R Process
process and understand service differentiation in the industry.
General R/R Process SN e =SR] B s I e L The agent workflow process was ascertained from investigating the agent
Baioe | Gom pood S Al I B workflow on the CS resolution software, agent surveys and interviews.
. Within 30
A swimlane process flowchart was drawn to 0 ot Gusenie | dogendog on | deysol | oo recehin | ot spected | Vgqrocp”
delineate the possible decisions and interactions Buyer s oI o . e Categorization of RIR _
provide reason for return v v v v v v Zendesk ticket by CS agents dispute-related? solve
between the buyers, sellers and Shopee CS agents. e
images to provide proof v v X v v v
— mssnon of m::q t::e:u'yoer's v v Not v v v = bDei)i(it?;gte 32221 f||:§?ndt
uyer did not return { in certain 5 days 3 days applicable 3da 3da 7 da ackena and allocate
Extend Shopee Did Buyer m ne:nu:: mays o Y Y e i " " 30 I I l I n S to Dispute agents
a(ijl:lz:(;iglle;(;:rs receive the item? End of scenario Buyer is informed of the Not l
Buyer check status of = e . zxo‘:necs'::’e:mmng e ¢ ¢ SpoRo. & ¥ i Spent dally by team lead Dispute agents
order in Shopee app Buyer is required to return v v allocating tickets extract buyer/seller € the buyer/sellé Freeze buyer/seller
Is the item res Gua‘:'ai?;g ;Zriod No |Buyer to wait for item E:Iy;:rrttg rcngf; ‘r?:n.:::‘ m’;scmm Eﬂhg‘;;sm . Edh(:a;sor “ 30 :ays Not sp‘:rcmed 5 d‘:ys Not sp‘/ecmed his{o:;yretgigni?;k for Crediyble? L account
shipped out? ?xdpa]r;r}g;i to arrive internally ::“ ‘;:ummg :v,az:b,; S:?::hs :,aog:u,;em -
. =il | I S IR N I 30 mins
5 e B M| = miomesceny ke v x woloaie x x x Spent per dispute claim { Dipirte agents. 1
] in ;;E;:ggisgnd m ::;N"‘:’;a::hr — to check user Cred|b|l|ty ‘
R N l ) e mt::: z::a:\e r:mhol 3 d‘z/zys 3 d‘:)ys - 3 d‘;ys 3 d{ays 3 dﬁys
ve vorey ot || S e Three issues were identified: Manual categorization, Manual allocation
back the item? Buyer U avaiable X X X X X v 5 ano
S _ _ and User credibility
e Data analysis of R/R tickets extracted was conducted to
Buyer to ship item submit the supporting . . . . . . . . . . .
ot determine the severity of the postulated issues. e Manual categorization of enquiry tickets into its respective types is
1 s Reson e inefficient as CS agents are required to read the entire enquiry ticket
E| seteraues | Mo e Tl et NoreRy 0 el before tagging. Enquiry tickets are often mis-tagged as a resullt.
4 request within 5 days? % ° m Shopee Guarantee expired (order complete . . . R
= Check on dispute satus e Manual allocation of dispute tickets to the CS agents costs the dispute
Nosiccios AN team lead an average of 30 minutes each day and prolongs the
s resolution time of subsequent dispute tickets.
7 Refund = Buyer request to cancel online payment order
W DisBUL: SuppOrNg don s Ticehed . Vlookup function Remaining unassigned Team Lead/ Admin to Agents access
No = Order cancelled due to auto cancellation logic Team Lead/ Admin export implemented in 0 ickets are copied an mannually assign these racker file to know
Sup;doiierl]lgezilé:n,:,‘em m Order cancelled due to pickup failed ; ( Start of the day F data frorélxbgékl-end into = fi?ller off :icietsii:a(izﬁet > Tr;nzf;rred to ﬁfe dGoo;e B tickets iolg’fﬁeregt ;gents 4{ V:haTktiCKZtStthgy are}
within 3 days? Yes m Buyer request to cancel CC order assigned Doc tracker file in the tracker file. allocated
1 : ';zpzr::”rzfult v Time Taken: 10min 5min 5min 10min
Shopee Agent ask for Cancel return/refund request
supporting document Buyer request to cancel order paid by wallet v v . . .
e e oo e e User credibility checks on users to ascertain the historical user
L | | D credibility for dispute claims would take about 30 minutes per dispute
. M ST s case. This is resource expensive and inconsistent due to subjective
days buyeriseller . . . . . .
Two issues were identified: Obsolete R/R Frequently Asked adjudication by CS agents.

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

5. Propose Recommendations User Credibility Rating System 4. Validation of Findings

Auto Allocation of |Assisted User Credibility Redesign of  |R/R Action & ° Develop a Se”er ratlng System to |dent|fy Se”er hlstorlcal W|n rate o ExtenS|Ve dlSCUSSIOﬂS and an On“ne VldeO InteI’VIeW was

Tickets to dispute |Categorisation of Rating System FAQ Status Page

agents using tickets into enquiry and percentlle over a mOV|ng tlme average Conducted Wlth the ShOpee PH R/R and DISpUte team |eadel’

Saleforce feature [type (Machine

fearning) e Proof-of-concept developed and demonstrated to Shopee. and the Regional Operations team in the Shopee HQ.

'General R/R Process Ineffective R/R Frequently X

Ask Questions (FAQ) Page An additional survey was conducted with CS agents for

Lack of Transparency &

S Return/Refund Action & Status [ feomreneoss O |© rewmendnenaion Dispute tickets specifically.

Agent Workflow Process |Manual Categorization D ¢ )
- estnation

N A pcation oo et Results of the interview and survey corroborated with the
AETICTECIDI respond by 12/02/2019. Shopee will process . .
9 h findings for the General R/R process and Agent R/R process.

your refund one the seller accepts your

_ T e Mockup interface designed to
Assisted Categorization highlight the next steps for the |l | —
using Machine Learning returns/refunds process. s s e orite Limitations

Model Selection

as7s e Provides increased el o
e TFIDF analysis was ase0 é transparency for the ’ e Credit rating can currently only be calculated for the sellers
conducted to 0825 return/refund process. because majority of the buyers has too few purchases to
determine a word'’s 000 -_ calculate a rating that is statistically significant.
frequency and e e — e Since categorization of the enquiry type and allocation of
importance in a ticket. " é dispute tickets are done manually, data retrieved from this

Q725

Three machine — Redesign of FAQ[™ == = [ two sources are less accurate due to the high rate of mis-

Q700
Provides a separate page/section on

learning models were tagging of tickets. This results in a lower accuracy of dataset

process upon arrival at the warehouse

LinearSVC MultinomialNB LogisticRegression Provides a separate page/section on

used. LinearSVC was Model Names e Benchmark for the Data Analysis Phase.

Use of screenshots/infographics/link to

describe the process of requesting for

a-b I e to aC h I eve th e LlnearSVC Confusion Matrlx Wlth Accessibility E}at:;l:s;fgggits)le from the homepage
highest average

seven T e et ol o] e | e | e | o _ _
prediction accuracy of ecommerce el Future Directions
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Al chatbot is available

5:1%\;21\?;8 to e Improving user experience and user interface design of FAQ

laritv and copleaio page could improve customer satisfaction and reduce
C a I y a for different return reasons inbound tickets.

accessibility o e The text mining algorithm can be used to build an Al chatbot

g,g h,;(fee > which can direct customers to the FAQ page before reaching
Q. Provides the information on the refund the CS agents.
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’ ° : i e o e Displaying the credit rating for sellers to the buyers on the

DfedICtEU ean"’V type the buyer for different dispute reasons

eEew Shopee platform, therefore encouraging sellers to reduce
return rates and improve the quality of their products.




