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Introduction

Remember when Amazon introduced its recommendation engine algorithm in the early 
2000s? You might know it better as the “Customers Who Bought This Also Bought” feature. 
Now, the company associates over 35% of sales to the technology, and all ecommerce  
businesses use it [1].

AI agents are the modern version of the recommendation engine.

Artificial Intelligence (AI) enables businesses to deliver hyper-personalized shopping  
experiences. And those drive customer loyalty and increase sales. As AI adoption  
accelerates, companies that leverage AI-driven personalization and customer service  
automation will set themselves apart in an increasingly competitive market.

Personalization remains a cornerstone of business growth, with 89%[2] of decision-makers 
considering it invaluable for success over the next three years. AI is at the forefront of this 
transformation. In fact, 73%[2] of business leaders agree that AI adoption will fundamentally 
reshape marketing strategies. 

Younger consumers, particularly Gen Z, demand highly tailored digital experiences,  
prompting 85%[2] of businesses to optimize their marketing strategies accordingly. And those 
who do it reap great results. 

It’s also important to note that the average support professional currently uses four[3] s 
eparate tools, contributing to inefficiencies in ticket resolution. However, AI adoption is 
changing this dynamic. Over 92%[3] of CRM leaders report improved response times, and 
77%[3] expect AI to handle the majority of support tickets. And 71%[3] of them plan to increase 
AI investment in the near future to enhance customer support operations.

But despite AI’s promise, businesses must navigate key challenges such as data integration, 
ethical AI usage, and evolving customer expectations. Currently, only 35%[3] of CRM leaders 
report fully integrated customer data, which limits AI’s potential. Ethical AI use is also  
a growing priority. About 54%[4] of companies implement robust privacy controls to ensure  
responsible data handling.

This ebook explores how AI-powered tools like AI agents, recommendation engines, and  
dynamic content can transform your ecommerce business.
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Ecommerce leaders face a critical challenge nowadays. Online shopping continues to grow 
exponentially. Customer acquisition costs are skyrocketing, but customer loyalty is declining. 
Over the last five years, acquisition costs have increased by 60%[5], and nearly 8 out of 10 
consumers repeatedly try new brands. 

One of the reasons for these challenges is the lack of personalization. That’s because, as 
you’ve probably experienced, generic communication leads to disengagement and lost 
sales. 

What’s interesting is that 82%[6] of customers say that personalized experiences influence 
the brand they choose, and 75%[6] are prepared to spend more online if their experience feels 
customized. It’s time for your business to start paying attention.

Solution? AI agents for ecommerce.

These ML- and AI-powered agents can:

• Automate and scale tailored interactions at optimized costs
• Create seamless and more user-friendly shopping journeys 
• Drive loyalty and revenue

The Need for AI-Driven Personalization 
in Ecommerce Customer Service

For large businesses, AI technology can handle thousands of chats per day, simultane-
ously and accurately. Small to mid-sized businesses can benefit from AI by offering hu-
man-like support to customers, cutting hiring costs. Overall, chatbots are cost-effective 
and efficient solutions, no matter your business size. 

Illustrative B2C example: NeXT  
commerce versus e-commerce  
experience for a running enthusiast.
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First things first—

How do AI agents differ from chatbots?

Chatbots excel at handling routine inquiries like FAQs but struggle with adaptability and 
contextual understanding. In contrast, AI agents, powered by LLMs and ML, go beyond  
simple automation by managing complex workflows, learning from interactions, and  
delivering personalized, context-aware responses.

As you’re probably aware, there are many different uses for AI, including customer service, 
content creation, graphic design, and more. In this ebook we’ll focus on conversational AI 
agents for customer support.

Here’s the top solution on the market:

AI Agents: The New Power Players in 
Ecommerce

Lyro AI

Lyro is Tidio’s AI agent, powered by 
Anthropic’s Claude LLM and  
a proprietary AI mechanism. It  
leverages deep learning techniques 
to understand, predict, and generate 
human-like responses while ensuring 
accuracy, security, and reliability. 

This AI agent handles support queries, 
engages the audience, and improves 
operational efficiency. By integrating 
Claude LLM, Lyro maintains a high 
standard of validity, helpfulness, and 
safety, minimizing AI hallucinations 
and strictly adhering to the company’s 
knowledge base. This makes Lyro one 
of the most secure and dependable AI 
chatbots on the market.



6

Some alternatives include:
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These solutions use AI to analyze customer data like browsing history, purchase behavior, 
and demographics to deliver tailored experiences. AI enables real-time personalization, 
adapting to customer behavior instantly. 

You can use AI agents for product recommendations, personalized support, and dynamic 
website content. Moreover, these tools can manage orders and post-purchase engagement 
as well as provide order status updates. 

AI in ecommerce is changing the way businesses operate by enhancing efficiency,  
personalization, and customer satisfaction. With AI-driven recommendations, online stores 
can analyze customer behavior to suggest products tailored to individual preferences. On 
top of that, AI-powered chatbots and virtual assistants provide instant support, answering 
questions and guiding shoppers 24/7, improving user experience and reducing cart  
abandonment. 

With AI Agents in ecommerce, you can:

Increase revenue and higher conversions:  
Personalized recommendations can boost conversion rates by up to 30%[7].

Benefits of Using AI Agents in  
Ecommerce

Provide 24/7 support and customer engagement:  
Round-the-clock support improves shoppers’ experience and conversions.

Personalize experience for customer retention:  
Tailored experiences increase customer retention and lifetime value.

Scale your efficiency:  
Automating personalization reduces manual effort and improves scalability.

Gain a competitive advantage:  
Brands that personalize outperform competitors by 40%[8]. 

Predict trends and demand with AI insights:  
AI can help you get to know your audience better and meet their expectations.
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Some of the most important metrics you should be tracking include return on investment 
(ROI), customer satisfaction score (CSAT), and revenue uplift. You can use our ROI calculator 
to find how much AI agents will be worth for your business.

Here are some examples of companies that used AI agents and the results they achieved:

Business impact and ROI of AI Agents

ROI Calculator

https://www.tidio.com/resources/calculators/tidio-roi/
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By implementing Tidio, Procosmet streamlined its customer service operations, resulting in 
significant business growth. The company increased sales by 23%[10] and boosted lead  
generation from 10 monthly leads to over 100, while email open rates reached 18-22%.  
Moreover, conversion rates stabilized and the company saw a 27% increase thanks to  
automated engagement through chatbots. 

Customer satisfaction also improved dramatically, rising from 3.8      to 4.7/5      .  
With enhanced analytics, automation, and live chat, Procosmet achieved a seamless and 
more effective customer experience.

Procosmet experienced a 500% boost in leads thanks to Tidio.

Eye-oo €177k revenue attributed to Tidio.

Case study 1

Case study 2
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By integrating Tidio, eye-oo significantly improved its customer engagement, automation, 
and revenue growth. The company saw a €177K[11] increase in revenue attributed to Tidio and 
chat flows, along with a 25% boost in sales and a fivefold increase in conversions. On top of 
that, customer waiting time decreased from 5 minutes to just 30 seconds, thanks to  
chatbots handling common inquiries instantly. 

Additionally, Tidio’s automation managed the majority of conversations while generating 
1,305 new leads. The feature helped to build customer trust and enhance personalized  
shopping experiences, ensuring higher customer satisfaction and long-term loyalty. 

Ad Hoc Atelier increased conversions and reduced cart abandonment by using Tidio AI. The 
company saw conversion rates rise from 0.35% to 0.9%[12], while over 50% of shoppers who 
engaged via chat converted into paying customers. Cart abandonment rates dropped from 
83% to 73%, leading to higher revenue. 

Their response times improved dramatically from 3 hours to under a minute, ensuring 24/7 
support via live chat and chatbots. By enhancing real-time customer interactions, Ad Hoc 
Atelier successfully created a personalized shopping experience that strengthened brand 
loyalty and boosted sales.

Ad hoc Atelier increased conversions by 200%.Case study 3
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When thinking about implementing AI agents into your ecommerce store, you’re probably 
worried about a number of challenges. These could include data privacy, problems with  
integrations, losing the human touch, and measuring results. 

Here’s how you can tackle these challenges:

Overcoming challenges of  
implementing AI agents

Data Privacy

Integration

Human touch

You can mitigate this risk by ensuring that the software you use is compliant with regulations 
like GDPR and CCPA. GDPR requires explicit user consent before data collection, mandates 
secure storage, and grants the right to be forgotten. CCPA gives consumers control over their 
data, allowing them to know what’s collected, request deletion, and opt out of data sales. 

Both regulations require transparency in data practices and impose penalties for  
non-compliance, ensuring businesses protect consumer information and uphold  
privacy rights.

This challenge can be tackled by making sure the AI tools you use can seamlessly embed 
into existing ecommerce platforms. This will enable all of your systems, including CRM tools, 
inventory management, and payment gateways, to communicate with the AI agent. 

AI agents connect with multiple systems to access customer data and track orders. This can 
help you optimize sales funnels and provide a more personalized shopping experience.

To balance the human touch with AI automations, you should implement a hybrid approach 
that strategically blends AI efficiency with human empathy. AI agents can handle routine  
inquiries, offer instant responses, and streamline workflows. But once they recognize  
complex or emotionally sensitive interactions, AI agents should pass the chat to the human 
representative. You should take steps like setting up clear escalation protocols, providing 
seamless handoffs, and offering the option for customers to request human support. 
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Measuring results 

To effectively track the impact of personalization on key metrics, you should establish clear 
benchmarks and use AI-driven analytics to measure performance. Actions like implementing 
A/B testing can help compare AI-powered personalization against non-personalized  
interactions. This will provide insights into customer engagement, conversion rates, and 
satisfaction levels. On top of that, you should integrate AI agents with your existing CRM and 
analytics platforms to track customer behavior, sentiment, and lifetime value over time. 

Implementation Roadmap
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AI agents deliver personalized experiences, streamline operations, and drive higher  
conversions. From intelligent product recommendations to real-time customer support, 
AI-powered automation enhances every touchpoint of the buyer’s journey.

As consumer expectations continue to rise, your business needs to embrace AI-driven  
personalization to gain a decisive competitive advantage. Are you ready to leave your  
competition behind? 

The next generation of AI agents is here and those who innovate today will lead tomorrow. 
Lyro AI guarantees a 50% resolution rate for support questions. On top of that, Tidio offers: 

• Live chat 
• Helpdesk system 
• Ticketing automation 
• Sales enablement 
• AI for email replies

These features enable your team to focus on high-impact intelligence tasks while the AI 
agent takes over repetitive questions and boosts your lead generation.

Try it out today!

The Future of Ecommerce Belongs to 
AI-Driven Personalization



14

• [1] McKinsey & Company: “What is personalization?” (2023)
• [2] ”The State of Personalization” Twilio Segment 
• [3] HubSpot: 2024 Annual State of Service Trends Report
• [4] Capgemini “Shaping the AI-enabled customer experience”
• [5] McKinsey & Company: Becoming indispensable: Moving past ecommerce to NeXT 

commerce (2022)
• [6] Medallia: How Consumers Really Feel About Personalization (2023)
• [7] IBM: “What is AI personalization?” (2024)
• [8] McKinsey & Company: “The value of getting personalization right—or wrong—is multi-

plying” (2021)
• [9] Deloitte: Personalizing growth (2024) 
• [10] Procosmet Lead Generation Surges After Installing Tidio
• [11] eye-oo Boosts Revenue by €177K After Installing Tidio 
• [12] Ad Hoc Atelier Boosts Conversions Using Tidio Live Chat
• [13] ADM Group: Key trends in consumer behaviour (2024) 
• [14] Noble Desktop: “AI in ecommerce: Personalized Shopping Experiences” (2024)
• [15] McKinsey & Company: “What is personalization?” (2023)
• [16] Stanford University: “Privacy in an AI Era: How Do We Protect Our Personal Informa-

tion?” (2024) 
• [17] Nature: “Trust in AI: progress, challenges, and future directions” (2024)
• [18] Tidio: 8 Steps for a Winning Chatbot Implementation Strategy (2025) 
• [19] Tidio: Replicate in-store experiences online (2024)
• [20] McKinsey & Company: “The next frontier of customer engagement: AI-enabled cus-

tomer service” (2023)
• [21] Accenture: “Unleashing the Power of Generative AI in Retail ” (2024)

References

https://www.mckinsey.com/featured-insights/mckinsey-explainers/what-is-personalization
https://segment.com/state-of-personalization-report/
https://www.hubspot.com/hubfs/2024%20HubSpot%20State%20of%20Service.pdf
https://prod.ucwe.capgemini.com/de-de/wp-content/uploads/sites/8/2023/02/Capgemini_Shaping_the_AI_enabled_customer_experience_Final.pdf
https://www.mckinsey.com/capabilities/growth-marketing-and-sales/our-insights/becoming-indispensable-moving-past-e-commerce-to-next-commerce
https://www.mckinsey.com/capabilities/growth-marketing-and-sales/our-insights/becoming-indispensable-moving-past-e-commerce-to-next-commerce
https://www.medallia.com/wp-content/uploads/pdf/resources/Medallia-Report-How-Consumers-Really-Feel-About-Personalization.pdf
https://www.ibm.com/think/topics/ai-personalization
https://www.mckinsey.com/capabilities/growth-marketing-and-sales/our-insights/the-value-of-getting-personalization-right-or-wrong-is-multiplying
https://www.mckinsey.com/capabilities/growth-marketing-and-sales/our-insights/the-value-of-getting-personalization-right-or-wrong-is-multiplying
https://www.deloittedigital.com/us/en/insights/research/personalizing-growth.html
https://www.tidio.com/blog/procosmet-case-study/
https://www.tidio.com/blog/eye-oo-case-study/
https://www.tidio.com/blog/ad-hoc-atelier-case-study/
https://www.admgroup.com/insights/what-are-the-key-trends-we-expect-to-see-in-consumer-behaviour-in-2024/
https://www.nobledesktop.com/learn/digital-marketing/ai-in-e-commerce-personalized-shopping-experiences
https://www.mckinsey.com/featured-insights/mckinsey-explainers/what-is-personalization
https://hai.stanford.edu/news/privacy-ai-era-how-do-we-protect-our-personal-information
https://hai.stanford.edu/news/privacy-ai-era-how-do-we-protect-our-personal-information
https://www.nature.com/articles/s41599-024-04044-8
https://www.tidio.com/blog/chatbot-implementation/
https://www.tidio.com/resources/ebooks/in-store-experiences-online-ebook/
https://www.mckinsey.com/~/media/mckinsey/business%20functions/operations/our%20insights/the%20next%20frontier%20of%20customer%20engagement%20ai%20enabled%20customer%20service/the-next-frontier-of-customer-engagement-ai-enabled-customer-service.pdf
https://www.mckinsey.com/~/media/mckinsey/business%20functions/operations/our%20insights/the%20next%20frontier%20of%20customer%20engagement%20ai%20enabled%20customer%20service/the-next-frontier-of-customer-engagement-ai-enabled-customer-service.pdf
https://www.accenture.com/content/dam/accenture/final/accenture-com/document-2/Accenture-Unleashing-The-Power-Of-Generative-AI-In-Retail-Report.pdf

