
Customer Service Automation with VitaCup



In a big growth phase for
VitaCup, things were moving
fast. To meet the ever-
growing consumer demand for
functional health drinks,
coffees, and teas, the
beverage brand needed to
scale i ts onl ine customer
support quickly and rel iably. 

As orders surged, VitaCup
found Shipped AI was up to
the task. Fast forwarding to
today, VitaCup’s support team
has scaled tremendously
without hir ing any new agents
—all with the power of human-
centric AI.

89% 10x4.7/5

CX Automation
Rate

Boost in first
response time

CSAT Score



It’s a fact: growth brings both triumphs and challenges. 

Serving over a million customers, VitaCup is rapidly growing to quench
America’s thirst for wellness-enhanced superfood drinks.

Like any online store, more orders naturally led to extra support volume.
VitaCup’s cross-functional CX team manned the phones, answered DMs
on socials, and fielded chats and emails related to everything from order
updates to returns.

Each day, the phones rang off the hook while chats pinged, and emails
piled up. Before they tried Shipped AI, the team was feeling the pressure. 

They tried cutting back on their live chat hours to buy more time, but it
wasn’t ideal. Customers faced wait times of up to 30 minutes, leading to
drop-offs and lost sales opportunities.

Outside business hours and during weekends, the team faced a growing
backlog of messages and emails, leading to a pileup of tickets to tackle
every morning.

It was time for a better strategy.

THE
CHALLENGE

A CX team on a time crunch



THE SOLUTION
Customer Service Automation with
Shipped AI

Amid a CX time crunch, VitaCup discovered Shipped AI.

Although they didn’t have the budget to hire more live
agents, they were intrigued by the idea of an AI that
could actually help with hands-on problems like order
cancellations and refunds.

Fortunately, Shipped AI is far from your average chatbot.
It’s an advanced conversational agent that resolves
complex queries without defaulting to deflection or in-
person escalation.



Having Shipped AI has helped us to better
manage our customer support needs. While
our team works hard to address customer
concerns, the sheer volume of customers
can sometimes lead to delays in our
support…

Shipped AI has provided much-needed
relief, as it ensures that our customers can
receive assistance during weekends, after
hours, and even on holidays.

-Mary Goings, VitaCup 

Shipped AI not only nurtures customer relationships but also personalizes
each interaction. It efficiently manages issues from tracking to returns and
order changes, offering conversational solutions and recommendations
that go far beyond the capabilities of regular bots.



THE IMPLEMENTATION:

Shipped AI’s integration with VitaCup’s Shopify site was seamless, thanks to the proactive
approach of the Shipped AI team. The setup was a breeze, with Shipped AI handling the heavy
li f t ing and asking just the r ight questions to configure the AI for optimal customer support.

VitaCup shared, “Our developer team worked closely with Shipped AI to ensure smooth
communication between our systems. A few emails and a single video cal l  were al l  i t  took.
Their team stood out for their expert ise and patience.” 

Shipped AI smoothly synced with VitaCup’s Shopify platform and backend systems, going l ive
as an automated customer experience agent in less than a week.



Now, VitaCup addresses inquiries in an instant,
slashing wait times down from minutes to seconds.

Their new Shipped AI CX agent doesn’t just offer
basic solutions—it personalizes them:

When a VitaCup customer was unhappy with their
order, the AI agent quickly identified the problem. The
customer needed dairy-free products. In line with
VitaCup’s satisfaction policy, the AI agent suggested a
personalized variety pack of non dairy coffee pods–
immediately resolving the issue.

It’s smart support that adapts to VitaCup’s customers,
ensuring they get exactly what they need, whenever
they need it.

THE POWER OF
SHIPPED AI



VITACUP’S SUPPORT
BREAKTHROUGH

Subscription updates

Order changes

Refunds and credits

Shipping & returns

Manages subscriptions—
including pausing/unpausing
VitaCup orders, changing
dates, or editing items.

CX automation in act ion
Shipped AI ’s  CX agent  autonomously  manages
key use cases for  V i taCup–24 hours  a  day,  365
days a year :

Tackles VitaCup’s order
changes and issues, like
changing a delivery address,
checking status, or canceling
an order.

The AI agent automatically
sends refunds and credits to
VitaCup customer accounts.

The AI responds to shipping
inquiries, from package
tracking to delivery timelines.
Even on nights, weekends,
and holidays. 



MORE USE CASES

Error resolution

De-escalation

Product recommendations

Ultimate self-service

When a VitaCup customer
receives the wrong item, the
AI requests a photo for
verification and refunds them
for any incorrect charges.

CX automation in act ion
Shipped AI ’s  CX agent  autonomously  manages
key use cases for  V i taCup–24 hours  a  day,  365
days a year :

Gauges customer sentiment to
provide thoughtful, appropriate
resolutions to keep VitaCup
shoppers happy in real time.

The AI agent recommends
products VitaCup customers
will love, from plant-based to
keto and beyond. Then, it
kicks off an upsell.

Wows customers with
conversational self-service
solutions that crawl VitaCup’s
Knowledge Base and
extensive product databases.



LIVE RESOLUTIONS
Example 1: Subscript ion updates



LIVE RESOLUTIONS
Example 2: Damaged order



For VitaCup, customer service automation has led to significant
improvements in efficiency and responsiveness. 

They shared, “Shipped AI’s instant replies and abundance of
information makes for a great experience for both the customer service
team and our customers.”

With an 89% resolution rate and a CSAT of 4.7/ 5, the brand increased
their first response time by 10-fold. And thanks to the time saved from
Shipped AI, VitaCup has also boosted its customer satisfaction
guarantee from 45 to 30 days.

Shipped AI’s solution provides personalized, instant help, tackling
complex shopper inquiries around the clock.

Mary Goings, Customer Service Manager at VitaCup, shares, “I like
knowing that customers are able to receive instant assistance in case
they have any questions. I admit I was a little skeptical at first, but I am
very impressed with how well it has worked for us."

"Shipped AI has given
me peace of mind.”
 -Mary Goings, Customer

Service Manager at VitaCup



Challenge Solution Results
Accurately resolve hundreds
of order inquiries per day

Implementing Shipped AI, an
AI retail CX operating system

89% resolution rate

VitaCup offers a strong example of how AI can revolutionize customer service
with thoughtful, automated order support. 

The outcome is clear: streamlined customer service operations, satisfied
customers, and a CX team that can focus on strategic growth.



See Shipped AI in action and discover how to
cut support costs by up to 74%.

Schedule a demo

https://www.shipped.ai/demo
https://www.shipped.ai/demo
https://www.shipped.ai/demo
https://www.shipped.ai/demo

