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$0 to $12M a month.
Could your support keep up?
How Plateful got CX ready for that scale, before the next Black Friday.
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Sales took off once we launched Plateful
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Richpanel AI live

Last Black Friday:

first reply took 2.6 hours



Every sales spike became a support spike
Plateful, before AI. Tickets per month, and how long a ticket took to close.
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L A S T  B L A C K  F R I D AY

2.6 hours
for a customer to get a first reply

A P R I L  2 0 2 6

20 hours
to close a ticket, at our peak

We needed AI. I had three fears.



What I was afraid of
I'll come back to all three at the end.

01

“It'll take months

to train.”

Answered?

02

“AI only handles

the easy tickets.”

Answered?

03

“AI will wreck my

service.”

Answered?
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Pilot
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First full month
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Aug
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Sep

72%

Oct
To date

90%

Nov
Black Friday

FORECAST

F E A R  1  O F  3    “It'll take months to train.”

Live in two days, not months

AF TER SWITCH- ON

2 days
to half our tickets closed with no human

Jul 1 4.7%

Jul 2 13.1%

Jul 3 48.9%

No training project. Richpanel’s AI Manager set it up for us.

T H E N  I T  K E P T  C L I M B I N G   ·   C LO S E D  W I T H  N O  H U M A N ,  B Y  M O N T H



F E A R  2  O F  3    “AI only handles the easy tickets.”

Not just the easy tickets
Most AI support tools close the easy ones and leave your team the messy ones.

M O S T  A I  S U P P O R T  TO O L S

Social comments AI

Order status AI

FAQs AI

Cancellations YOUR TEAM

Retention offers + follow-ups YOUR TEAM

Returns YOUR TEAM

So your headcount grows as fast as volume.

W H AT  O U R S  TA K E S  O N

Social comments AI

Order status AI

FAQs AI

Cancellations AI

Retention offers + follow-ups AI

Returns NEXT

So cost per ticket fell 34% at 2x the volume.



A cancel request used to take an agent 30 minutes

Customer: “Please cancel my order.”

INTERNAL CRM SHOPIFY WAREHOUSE
~1 hour Daily

Paid, not synced yet Synced, put on hold Picked or shipped

B E F O R E :  A N  A G E N T

~30 min
Find it in the CRM Wait for Shopify, hold it Check the warehouse Offer, chase, refund

N O W :  R I C H PA N E L  A I

Seconds
Checks all three systems, makes the offer and follows up on its own 0 people involved

Both bars drawn to the same time scale.

F E A R  2  O F  3    “AI only handles the easy tickets.”



Seamless automation across 3 platforms kept the sale

C U S T O M E R  C H AT B E H I N D  T H E  S C E N E S

9:14 pm

Please cancel my order.

Got it. I see your order is still processing, and it can take up to 60

minutes to show up in our systems. I’ll follow up as soon as it does.

1 hour later · 10:15 pm

Following up on your order request: it’s in our system now and on hold,
so nothing will ship. Would you like to keep it with 30% back, or should

I cancel it?

I’ll take the 30% back and keep it.

Alright, your order has been released for fulfillment. I will release the

refund as soon as the pan has been shipped.

3 days later

Update: your pan has shipped, so your $45 refund has been released. It

should show up within 5 to 7 business days.

9:14 pm INTERNAL CRM

Paid $149.99, not in Shopify yet. The AI replies now and
sets itself a follow-up.

10:14 pm SHOPIFY

Order synced. Hold placed before the warehouse import.

10:21 pm SHOPIFY

The customer keeps it. Hold released for the next
warehouse import.

Next batch WAREHOUSE

Picks and ships the pan. The refund waits, so it can’t
block picking.

3 days later INTERNAL CRM

Sees the shipment, then refunds $45, 30% of the order.

1
automatic follow-up

$104.99
kept, not refunded

0
people involved

EXAMPLE

F E A R  2  O F  3    “AI only handles the easy tickets.”



F E A R  2  O F  3    “AI only handles the easy tickets.”

Twice the tickets, 9x cheaper with AI
June vs September 2026, every ticket our CS team answers. Cost is CS payroll, base salary.

Tickets a month +90%

13,060

June

24,769

Sept

CS team size Same

14

June

14

Sept

Cost per ticket 9x less

$1.50

Human

$0.17

AI

Twice the tickets, same 14 people. Blended cost per ticket: $1.49 → $0.99.



Richpanel Automation report, last 7 days.

T H E  B I G G E S T  O P P O R T U N I T Y

13.1%
of all conversations are returns we haven’t

automated yet.

J U ST  L AU N C H E D

Fulfillment center

integration

RICHPANEL AI FULFILLMENT CENTER

So the AI can:

See when a return reaches the warehouse

Refund or exchange it, by our SOP

Follow up with the customer automatically

Close the ticket, with no one involved

F E A R  2  O F  3    “AI only handles the easy tickets.”

Next: returns, end to end. That’s our 90%.



F E A R  3  O F  3    “AI will wreck my service.”

Replies became instant, and fewer customers come back
Plateful, June vs September 2026, on twice the tickets. Richpanel, business hours.

First reply
median wait

June 2.7 hours

Sept 19 seconds ↓99%

Time to close
median, returns excluded

June 8.0 hours

Sept 3.8 hours ↓52%

Reopened tickets
customer had to come back

June 20%

Sept 13% ↓35%

All on twice the tickets: 12,480 in June, 24,499 in September.



So we built an internal tool on Richpanel's MCP.

1 Voice of the customer, by

department

Every ticket a customer writes

becomes direction for the team that

owns the problem.

2 Our own tagging tree

We mapped ticket reasons to

departments: 259 Richpanel tags in

use, 35,263 uses in the last 30 days.

3 Proof that a fix worked

We track each issue over time as a

share of orders, so we can see whether

a change actually cut tickets.

LIVE DEMO  ↗

Ticket trends and the tagging tree, live

in PlatefulOS.

F E A R  3  O F  3    “AI will wreck my service.”

AI made us hear our customers



Customers noticed

T R U S T P I LO T   ·   + 0 . 5  S I N C E  J U N E

June 2026

3.9 Great · 640 reviews

Baseline screenshot shared in Slack, June 19, 2026

October 2026

4.4 Excellent · 1,842 reviews

trustpilot.com, October 12, 2026

F E A R  3  O F  3    “AI will wreck my service.”

A I  C S AT  ·  L A S T  7  D AY S

4.1 / 5

Our AI 4.1

Our human team 3.5



F E A R  3  O F  3    “AI will wreck my service.”

“Question answered quickly so quickly

that i placed my order with you and not

Amazon.com

A Plateful customer, rating our AI 5 out of 5

The AI answered alone, in 7 seconds. Ticket 200064.



What I feared, and what I got

I  F E A R E D

“It'll take months to

train.”

I  G OT

2 days
to half our tickets closed with no human

Jul 1 4.7%

Jul 3 49%

I  F E A R E D

“AI only handles the

easy tickets.”

I  G OT

0 people
on a cancel across 3 systems, sale kept

CRM Shopify Warehouse

Cost per ticket: human $1.50, AI $0.17

I  F E A R E D

“AI will wreck my

service.”

I  G OT

4.1 / 5

AI rating; our human team averages 3.5

Team 3.5

AI 4.1

Last Black Friday, a first reply took 2.6 hours. Our first Black Friday with AI is next month.

Target: 90% closed with no human



F O U N D E R S  A L P H A  O F F E R

Book a demo by Sunday. Implementation is on us.
Only for founders at Founders Alpha Shenzhen.

FREE

A dedicated

implementation manager

Usually a paid service.

Free when you book a demo

by Sunday, 18 October.

O U R  C O M M I T M E N T

Tickets closed with no human

50%

Day 30

70%

Day 60

Claim it: meet Cadogan or Sumee from Richpanel here, or book at richpanel.com/demo

https://richpanel.com/demo

