eeeeee

All About
Chat Response Rate (CRR)



OBJECTIVES

How to respond promptly and increase the
effectiveness of our Chat Responses to our
buyers.
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1. What is Chat Response Rate
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Introduction of Chat Response Rate

Chat response rate is the percentage of new chats and offers that a seller responds to buyers within 12 hours
of receiving them.

There are two defining criterias to determine the efficiency of sellers response to buyers.

1. Response to Shopee Chat by:

Accepting or declining an offer

Sending a chat reply back to the user who has made an offer

Sending a message back to the user who initiated the chat

If seller responds to the chat thread AFTER 12 hours, it will NOT be considered as responded

. Speed of seller respond to chat
e  Within 12 hours
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2. Benefits of Chat Response Rate
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Benefits of Chat Response Rate

1. Speed Up Buyer decision
When you are being responsive, buyers can get their answers quickly and speed up their buying decision.
Hence, you will get a higher chance of winning over the buyer if replied promptly.

2. Increase Shop Conversion Rate

Speedy response provides a better buyer experience and thus, helps to drive conversion and eventually boost
your sales.

3. Reduce Returns and Refunds
Fast Response also helps to reduce returns and refunds as buyer can get more accurate product information
through chat with the seller, therefore reduced the chances of wrong product info.

4. Increase Chances of Repeated Purchases
Buyers tend to purchase products from sellers who are providing a tip-top service. It's also easier to retain loyal
buyers with high CRR, thus, increase the rate of repeated purchases.
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3. How is Chat Response
Rate Measured?
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How is Chat Response Rate measured?

1.  Chats will be calculated based on the average Chat Response Rate of the last 90 days of your shop.
2. Higher weightage is given to the most recent 25% of chats received in the last 90 days.

3. Chatresponse rate is calculated when you have received at least 2 chat threads in the last 90 day.
4. Response is only counted when you reply within 12 hours of the message being sent.

5. Chat response rate is updated on a daily basis.

A chat thread is a string of conversational

messages. Messages sent after 12 hours

of the last message will start a new chat

thread, regardless of who the sender of the
Private & Confidential last message was. 10



4. Which messages are included
in Chat Response Rate?
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Messages that are included in Chat Response Rate
Accepting / Declining an offer Text message that is initiated by buyer
Shopee User 000
Active 1 min ago
speaker
RM120.00
Pending ™ ——
- Can | have the product description
E— of the product?
' 1 i
¥ RM20.00 |
Qafaty tin' Alwave Arhat and ~amnlata trancastinne
RM10.00x1 Hil Is this available?  Thankyou! | Edit
Decline Offer ‘ Accept Offer
Private & Confidential 12
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Messages that are included in Chat Response Rate

Messages received in the form of Emoji Messages received in the form of image

Shopee User 000
Shopee User

000 Active 1 min ago
Active 9 hours ago
Floor Coating
B Ready stock Black @ RM20.00-RM30.00
US5 Sandals .
RM39.00-RM45.00 W Link Sent
®
=
Make Offer Buy Now
: ey
-
ffi
v
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5. Which messages are excluded
from Chat Response Rate?
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5.1 Vacation Mode

s S

This seller is on Vacation

Question
Jﬂ & | have enabled Vacation Mode for my shop. Will incoming
messages be included in chat response calculation?

; Hello welcome~! How can | help

you?
Answer
Sty oAby ok wd Gaptn Irmn No, chat messages received after you have enabled Vacation

{. inside Shopee to protect yourself from scams.

Learn More | Report User Mode are not included in the chat response calculation.

You are advised to set up auto-replies if you have enabled
Vacation Mode so that your buyers are aware that you are away
during this period.

it ls this available? Thankyou!  Edit Chat messages received BEFORE
© ® turning on Vacation mode will have

to be replied within 12 hours
Private & Confidential 15
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5.2 Abnormal Accounts:

& Chats ®
All Unread
) Shopee User Question
@ oo | have a banned user who are enquiring about product
o Shopse User mformafuon. Will the enquiry be included in chat response
&) Noted calculation?

é Shopee User Answer

10kg

No, Chat messages from banned, frozen or deleted accounts
Shopee User will be exempted from CRR calculation
| m providing mobile reload / top up...

«3" Shopee User

This is the tracking link. Sorry ya un...

, Shopee User
«) You have received an image

‘ Shopee User
You have received a sticker Private & Confidential 16



Shopee

5.3 Game Messages

2 ?hopee User

Active 2 hours ago

fid=238268979&backmyfarm=1&schann
el=chat

Shopee User needs your help to water
https://games.shopee.sg/farm/ H

fienc i Question
fid=238268979&backmyfarm=1&schann

psi Will chat messages received from Shopee Games (e.g. Shopee
Farm, Shopee Candy) be included in my chat response
Shopee User needs your help to water ca | cu I ation')

https://games.shopee.sg/farm/
friend.htmi?
fid=238268979&backmyfarm=1&schann
el=chat

e

e

Answer
No, these are excluded from chat response calculation.

e

Shopee User needs your help to water
https://games.shopee.sg/farm/
friend.htm|?
fid=238268979&backmyfarm=1&schann
el=chat

e

Shopee User needs your help to water
https://games.shopee.sg/farm/
friend.html?
fid=238268979&backmyfarm=1&schann
el=chat

Hi! Is this available? Thank you! Edit

© ®
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5.4 Chat Broadcast Message

Shopee User

Active 1 hour ago

9.9 is coming soon! here is the
limited voucher for 9.9 mega day!
Claim it first and use on 9.9!

10% OFF
Min. Spend RM10

Valid Till: 09-09-2020

Recommended for you

WKTOY 6 In 1 Robocar
Poli Transformation R...

RM34.80

WKTOY Baby Toddler
ABC Number Music L...

RM22

WKTOY Gaogao Daban
Hg 1/144 Destiny Gun...

nnnnn

<

Hi! Is this available? Thank you! Edit

©

Shopee
Question
| received a Chat Broadcast message from another seller. How
does it affect my chat response rate and how should | proceed?
Answer
Your chat response will not be affected if you do not respond to
broadcast messages.
If the recipient manually replies to the
broadcast message, the sender should
reply to the chat within 12 hours to
Private & Confidential maintain CRR 18



5.5 Auto Replies

& Shopee User o

Active 29 mins ago

Hi Dear Value Customer,

Auto Reply

Please leave down your enquiry

and we will get back to you ASAP!
Thanks

Thank you! ;
Manually reply
to buyer within

12 hours Received !!! Thank you so much! -~

“|\ l“ll
[

Hi! Is this available? Thank you! Edit

© ®

Shopee

Question
Are auto-replies included in chat response calculation?

Answer
No, you will still need to reply to the messages within 12 hours

for your response to be counted.

"

Default auto replies and off-work
auto replies are excluded from
CRR, so ensure to manually reply
your buyers within 12 hours to

maintain your CRR

Private & Confidential 19
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5.6 FAQ Assistant
723 Shopee User 000
Online
e

€, resumsin €) FAQ Assistant messages will be exempted from CRR

Delivery Concerns v

Product Enquiry v

123 = 9 However, if buyers select "Chat with Shop Agent’, seller
a o ye——— should respond within 12 hours to maintain CRR
Hi! Is this available? Thank you! Edit
© ®

Private & Confidential 20



6. How to check your Chat
Response Rate on Seller
Centre and Shopee App?
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How to check your Chat Response Rate on Seller Centre

ﬁ Shopee Seller Centre ~ Metrics

4 Finance
My Income
My Balance
Bank Accounts

Payment Settings

Data

Business Insights
0 Account Health l

Customer Service

Chat Assistant

Shop

Shop Rating
Shop Profile
Shop Decoration
Shop Categories
Media Space

My Reports

A

A

Listing Violations ©
Metric My Shop Target Last Period
> Severe Listing Violations 0 0
> Pre-order listings % 0.00% £50.00%
Other Listing Violations 1] 0
Fulfiliment ©
Metric My Shop Target Last Period
> Non-fulfillment Rate <10.00%
Late Shipment Rate <15.00%
Preparation Time <2.00 days
e Customer Service @ l
Metric My Shop Target Last Period
(Response Rate 270.00%
(Respanse Time <1.00 days]

Private & Confidential

Penalty Point

0 points

Penalty Point

0 points

0 points

Penalty Point

Action
View Detail
View Detail

View Detail

Action
View Detail
View Detail

View Detail

Action

View Detail

0 Click on Account Health

9 Overall performance of
customer service
@ At least one performance
target was not met
Q All performance targets are
met

e View Details
Find out more about Chat

Response Rate using the View
Details function

22



View Details of Chat Response Rate

Chat Response Metrics |

Chat Response Time

1 Day: 6/12/2020

el My Shop
Wlthln1 day Target <1.00 days -

Previous Day Within 1 day

Previous Day

Chat Response Rate

My Shop

el 19.20% @ Tesmamo00

Previous Day 19.42%

Previous Day -

[0 Learn More

Chat Response Rate

50.00% o
40.00% —e—o
3000%

\rarget line

."'00..-0

Note that Preferred Sellers must maintain a chat response rate of 90% and above.

Shopee

@) Date range of Chat Response Metrics

e Chat Response Time in current and past
week

e Chat Response Rate in current and past
week

o Chat Response Rate Trendline vs Target
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How to check your Chat Response Rate on Shopee App

My Shop >

ShopeeUser B & @
Followers 17 Following 7 < To Ship Cancelled Return/Refund More (2 Response Rate 57.00%

Buying Posts @ My Products > ® Response Time within 1 day o NaVlgate to "Me" On your
Shopee App

e My Performance

Please set up your Name, Gendeyr, Birthday. X @ Add New Products > IZ] Preparation Time
Set Now
- ¢ Rating 5.0 out of 5.0 (12 Ratings) > “« ”
(55 iy Pimchases View Purchase History > Sl hdbscs o Tap on “My Shop
FB My Income 5 Non-fulfillment Rate  Too few orders to calculate >
B o & & 2 “ ¢ "
§B At Aabl  mus T . ® Late Shipment Rate  Too o orcers o calciate > Tap on “My Performance
0[] Deals, Top-Ups & Bills > ¥ Shop Rating N @® seller Penalty Points 0> . .
@ You will be able to view
[ Buy Again See More Items > Business Insights >
o isinase oy your chat performance here.
3 7] My Performance >
@ Preferred Seller >
Seller Assistant >
a o e e ¢
Home Feed Shopee Mall  Notifi Me
£ Marketina Centar >
Private & Confidential 24



Visibility of Chat Performance

“ Filter

&  Q Searchin shop

S-Mart (Sold by Shop...

Active 19 minutes ago

shopee 1o FOllowers 98.9k | Following 5

Shop Products Categories

Y% Rating:

4.9 out of 5 (323.8k Ratings)

(3 Chat performance:

100% (Within days) ®

A4

+ Follow

SHOCH

>

Shopee

Chat performance is visible to all buyers.

Buyers who are browsing your shop profile can see your chat
response rate and time under Chat performance.

Improve your Chat Response Rate by:
e Checking your Chat regularly so you don't
miss out on any conversation threads.
e  Setting reminders at specific timings within
a day to respond to potential buyers.

Private & Confidential 25




7. Chat Response Rate FAQ(s)
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FAQ 1

Question
If | am both a buyer and a seller and have my auto-reply turned on, will Chat Broadcast messages received from

another seller affect my CRR?

Answer
You will not be affected as both auto-replies and Chat Broadcast messages are excluded from CRR calculations.

However, do note that if you manually respond to the other seller's Chat Broadcast message, that seller will have
to respond within 12 hours to maintain his CRR.

Private & Confidential 27



Shopee

FAQ 2

Question
How is CRR affected when 2 sellers chat with each other?

Answer
CRR will be calculated for both sellers. Whoever starts a conversation will take on the role of the buyer. The other

seller will then be required to reply to the buyer's messages within 12 hours of the last message in order not to
affect his CRR. Failure for the seller to do so will result in no response, affecting his CRR.

If the seller responds to the buyer after 12 hours, it will be considered as a late response and the roles will switch
as a new chat thread has been initiated.

To end the conversation without affecting both parties' CRR, the seller role in the ongoing thread is only required
to respond once in the same thread (within the 12-hour time frame).

Private & Confidential 28
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FAQ 3

Question
| have been replying promptly, but why has my CRR not increased?

Answer
As CRR calculation takes into account your chats for the past 90 days, your past response rate could affect your

current CRR. If you had a low CRR in the earlier part of the last 90 days, fret not, your CRR will start to improve
over time as you continue to respond to your chats promptly!

Private & Confidential 29
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FAQ 4

Question
If a buyer starts a new thread by sending a sticker message, will it be considered as a non-responded/late

response if a seller does not respond?

Answer
Yes, all sticker messages are considered as a message and therefore, a seller needs to reply within 12 hours in

order to not affect CRR.

Private & Confidential 30
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FAQ 5
Question

Why does my CRR differ in Business Insights Chat tab and under Account Health?

Answer
CRRin Business Insights Chat tab only takes into account calculations up to the past 30 days instead of the past

90 days.

For the most updated value of your CRR, do refer to your Account Health page.

Private & Confidential 31
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FAQ 6

Question
If a buyer's account was banned/frozen before | got the chance to reply to him/her, will the system count it as a

late response?

Answer
We will exclude all messages sent from banned/frozen accounts in your CRR calculation.
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FAQ 7

Question
Why does my CRR decrease when | use auto-reply?

Answer
All auto-replies are excluded from CRR calculations, hence, you'll need to manually respond to a buyer within the

12-hour time frame in order to not affect your CRR. Replies to the buyer (regardless of your auto-reply) after 12
hours will be considered as a non-responded chat thread.
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ﬁ Shopee Seller Education Hub Home  Collections v

LEARN TO SELL ON
SHOPEE TODAY!

4> Gear Up for 11.11 with Pre
Hype Tips!

Click here for our exclusive Seller Tips!
&

<® CMCO Updates: Sabah (as of
26 Oct)

Click here to find out more ¢p

Courses Events

<® Seller Coins Bonus Reward
Stand a chance to get 50% Bonus Coins
Reward! @ First come, first serve basis

<® CMCO Updates: KL, Selangor
& Putrajaya (as of 14 Oct)

Click here to find out more g

Seller Education Hub: Shopee Encyclopedia

<®New Shopee Seller Su
Package

c M300 Shopee Vouchers]
RM300 free Ads Credits for youl

[ON DEMAND WEBINAR]
University Basic: Start yo

M @ Start learning from our or

=
l.
@

Step 1 Q

Go to SEH!

)
=

J

SCAN ME

Step 2
Type at Search Bar to
find the latest
information

Shopee



https://seller.shopee.com.my/edu/home
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Seller Education Hub: Check Out the Calendar For Live Webinars!

ﬁ Shopee Seller Education Hub

Upcoming

Home

Collections v

Courses Events

13 November

Big Campaign Masterclass (BM)

Register
ShopeeUni Ba} Series 4: Tips for Keeping Your Finances in Order

‘ Register \

Returns and Refunds Masterclass

Step 1
Go to SEH

Step 2
Click Events

Step 3
Register for desired Live
Webinars!


https://seller.shopee.com.my/edu/events
https://seller.shopee.com.my/edu/events
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Seller Education Hub: Watch On Demand Webinars!

Home Collections v Courses Events Step 1
Go to SEH and scroll
Click on the video below to start learning today! down to bottom
Step 2

Click Maximise Sales

Shopee Uni Basic: Start your

eCommerce Business with Step3

Sh | Select the desired
: opee webinar
Step 4

Start watching!



https://seller.shopee.com.my/edu/category/?sub_cat_id=8
https://seller.shopee.com.my/edu/category/?sub_cat_id=8

Watch a replay of this webinar!

RM15 Free Shipping Package and 10% Coins Cashback
Programme

FRIDAY, DECEMBER 4 2020 AT 5:00 PM (+08)

Hi there!

Thank you so much for attending our webinar. We hope you
learned a lot. Don't forget to sign up for our other future webinars
on Seller Education Hub. If you really found our class helpful, please
complete our feedback form to let us know: https://forms.gle/
PECUZPd2RHfjyKqZA

See you in the next one!

Shopee Malaysia
Shopee University

*Note: In order to keep
receiving these emails,
do not unsubscribe
from Livestorm.

Shopee

Step 1
Check your inbox for a
post-webinar email from
Shopee Malaysia

Email Subjects:
Thanks for showing up

or
Shopee University
missed you &

Step 2
Click Watch Replay

Step 3
Start watching!
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THANK YOU



