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Executive Summary

In today’s competitive retail and e-commerce landscape, reactive customer service is no longer enough. Customers expect
brands to anticipate needs, resolve issues before they escalate, and deliver personalized experiences at every touchpoint.
The Proactive Customer Retention & Service Agent is a sovereign Standard Agent that continuously monitors customer
behavior, predicts churn or dissatisfaction, and autonomously executes personalized service and retention actions across
channels.

Hosted on the Singularity Agentic Platform in Swiss data centers, this agent transforms customer support from cost center
to loyalty engine — boosting retention, lifetime value, and satisfaction while reducing support workload.

Key Outcomes

® 15-28% reduction in customer churn

e 25-45% increase in repeat purchase rate

® 40-66% reduction in reactive support tickets

e Significant uplift in CSAT and NPS scores

e ROI of 171-192% with payback in 3—6 months

1. The Challenge: Reactive Retail & E-Commerce Service

Retail and e-commerce teams face growing pressure:

e High customer acquisition costs and eroding loyalty

® Fragmented signals across web, app, emalil, chat, social, and purchase history
e Delayed detection of dissatisfaction or cart abandonment

e Overloaded support teams handling repetitive issues

e Generic communications that fail to feel personal

e Rising expectations for instant, proactive service

Average churn in e-commerce often exceeds 20-30% annually, directly impacting profitability.
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2. The Solution: Proactive Customer Retention Agent

The Singularity Proactive Service & Retention Agent is a stateful, multi-tool Standard Agent that acts as a 24/7 digital
customer success manager. It senses risks early, understands intent, and orchestrates personalized interventions — all inside
your dedicated Swiss tenant.

Core Capabilities

e Real-time behavioral monitoring and churn risk prediction

e Personalized next-best-action recommendations

e Autonomous multi-channel engagement (email, chat, push, WhatsApp, portal)
e |Intelligent issue resolution before customer complaint

e Human-in-the-loop escalation for complex or high-value cases

e Continuous learning from interaction outcomes

3. How the Agent Works (Technical Blueprint)

Standard Agent Architecture on Singularity Platform

1. Perception Layer (n8n + Qdrant)

o Integrates with Shopify, Magento, Salesforce, Zendesk, analytics platforms, and customer data sources.

o Vector memory for rich customer context and history.

1. Reasoning Layer (LangGraph)

o Stateful workflow: Monitor — Predict Risk — Personalize — Act — Measure — Learn.

o Parallel sub-agents for sentiment analysis, offer optimization, and resolution planning.

1. Execution Layer (OpenClaw + n8n)

o Triggers proactive messages, account adjustments, or support tickets.
1. Governance Layer (LangSmith)

o Full traceability, explainability, and compliance logging.

Deployment Tier: Standard — ideal for retail and e-commerce teams seeking fast value with a dedicated GPU slice.

4. Core Retention & Service Playbook

Customer Signal Agent Action Expected Outcome
1 Cart abandonment Personalized recovery offer + urgency nudge 25-40% recovery rate
2 Declining engagement Value-added content + loyalty reward Re-engagement within 48h
3 Negative sentiment detected Empathetic proactive outreach + resolution Prevent ticket escalation
4 High lifetime value + risk VIP treatment + exclusive offer Retention & upsell boost

5 Post-purchase milestone Proactive support check + usage tips Higher satisfaction and reviews



5. Proven Business Outcomes

Typical Results

e Churn reduction: 15-28%

® Repeat purchase rate: +25-45%

e Support ticket volume: 40—-66% lower

e Average order value and customer lifetime value significantly increased

e Higher CSAT/NPS through proactive delight
ROI Example (mid-sized e-commerce retailer):

e Monthly Standard Tenant: CHF 2,990
® Projected annual benefit: CHF 600k—1.9M+ — ROl 171-192%

6. Why Deploy on the Singularity Agentic Platform

® 100% Swiss Sovereign: Exoscale SKS infrastructure — full data control
¢ Dedicated Tenant: Guaranteed resources and isolation

e Omnichannel Ready: Seamless integration with existing retail tech stack
® Privacy-First: Built for DSG/GDPR and EU Al Act compliance

e Scalable: Start small and expand across thousands of customers
Standard Tier

e CHF 2,990 monthly base fee (12 agents included)
e Extra agents: CHF 299/month

7. Implementation Roadmap

e Phase 1 (Week 1-2): Integrate customer data sources and establish baseline behavior models using Dify
e Phase 2 (Week 3—4): Build prediction logic and retention playbooks with LangGraph
e Phase 3 (Week 5-6): Pilot on selected customer segments with human oversight and measure results

e Phase 4 (Week 7-8): Full rollout, enable higher autonomy, and activate continuous optimization loop

8. Compliance & Security Framework

e Full DSG/GDPR compliance for customer data

e Transparent, explainable actions with audit trails

e Configurable human-in-the-loop for sensitive interactions
e Comprehensive LangSmith tracing

e All processing and storage in Swiss data centers



Conclusion

The Proactive Customer Retention & Service Agent Playbook empowers retail and e-commerce brands to move from
reactive support to intelligent, anticipatory customer relationships.

This sovereign Standard Agent delivers higher loyalty, lower churn, and exceptional experiences — all while maintaining full
Swiss data sovereignty and regulatory compliance.
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