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IN CONVERSATION IN CONVERSATION

JS: At ShopClues, how do you stay in sync 
with your consumers?

AD: We have various ways to remain 
connected with our consumers. We derive 
regular insights from what they like, shop, 
recommend, search and talk about on 
our platform and on social media from 
the data generated by these actions. We 
also regularly validate our findings and 
hypothesis via instant website surveys 
or focus group discussions or customer 
interviews.

JS: How does ShopClues provide the best 
digital customer experience?

AD: A great customer experience at 
ShopClues is achieved by having a world-
class self-service platform for consumers 
which not only has an intuitive and user-
friendly display and availability of tracking 
data but also supported by a customer-
centric call centre team which is reactive 
and flexible to customer concerns.

We also invest in building the right supply 
chain capability with our unprecedented 
3PL reach of 50+ courier partners across 
31,000+ pincodes pan India. We have 
invested in building a common platform 
that utilises best practise across different 
partners and gives them a platform to 
connect with customers and service them 
better.
JS: What is Band of Trust?

AD: ShopClues buyer protection program 
and seller protection program safeguard 

the interest of all stakeholders in the 
marketplace. The band of trust is the 
combination of both programs ensuring 
trust and liquidity in the marketplace. 

On the customer side, the buyer 
protection policy has details of return 
policy, replacement policy and other 
miscellaneous policies that safeguard the 
interest of the buyers.

JS: Please tell me your thoughts AI 
(Artificial Intelligence) challenges & 
benefits?

AD: Artificial Intelligence/Machine 
learning and other related advancements 
are crucial for building the right 
experience for customers. We utilise 
these technologies in creating the right 
algorithms for discovery of products, 
reduction of frauds, monitoring of supply 
chain etc.

In general, these advancements are 
giving us access to unprecedented skills 
and capabilities. e.g. it is possible to build 
a world-class translation engine using AI 
to translate English into Indian regional 
languages, which will bring in a lot more 

ShopClues, founded in 2011 is an online 
shopping site in India that sells a range of 
mobiles, electronics, laptops, home appliances, 
fashion, shoes, home & kitchen products at 
low prices. It is funded by Tiger global, GIC of 
Singapore, Helion Venture Partners and Nexus 
Venture Partners among others. 

I see big 
challenges in 
integrating AI 
into regular 
company 
ecosystems, 
barring a few. 
Technology 
driven 
processes 
in most 
companies are 
fragmented, 
numerous 
& it takes a 
long time 
for any new 
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ABP News and ABP Asmita together give
you the most extensive coverage that
uncovers critical issues of the upcoming
Gujarat Election. Make sure your brand
joins the team as the nation watches.
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JS: At Bigbasket, how do you stay in 
sync with your consumers?

MI: We stay in touch with customers in 
multiple ways. We of course use emails
& notifications to communicate with 
them effectively. These are important
media to engage & retain customers. 
That apart, to feel the pulse of our
customers, we measure NPS regularly & 
diligently every month. Analyzing this 
data gives us a good feel on where we are 
doing well & where we are falling short. 
We use analytics too in many ways to 
really better customer
experience. For example, a look at failed 
searches (searches where products 
searched for are not available on our 
site) gives us a good sense on our 
assortment gaps & we plug them. Our 
customer service team call logs are 
again an important source of learning 
more about customer issues & queries, 
that inputs into action, pieces for us.   

JS: Please tell me your thoughts AI 
(artificial Intelligence) challenges& 
benefits?

MI: AI is the next big trend that is sooner 
or later going to find a permanent 
place in most of the large & medium 
scale organisations, so preparing for 
it and getting comfortable with it 
seems sensible. I see big challenges in 
integrating AI into regular company 
ecosystems, barring a few. Technology 

driven processes in most companies 
are fragmented, numerous & it takes 
a long time for any new technology 
introduction to see light of the day. The 
long time is not only because there are 
too many subsystems to integrate with 
but also because there are few people 
today that understand it well. The 
benefit is obviously efficiency. This is 
particularly true in data related fields. 
So, predictive analytics, diagnostics &  
commendation will definitely improve 
with AI.  Automation on top of AI will 
cut costs but may also cut jobs. 

JS: What is your view on Messenger 
bots?

MI: Messenger bots exist to reduce cost 
while improving response time- It’s as
simple as that. The quality of response 
keeps getting better with every new
release that’s coming up & the pace of 
machine learning is quite amazing.
Having said that, I am not comfortable 
yet with bots replacing humans in all
areas. I am happy to restrict their 
application to simpler, non-ambiguous
queries like answering FAQs or 
updating on a system status. 

JS: What are the upcoming trends in 
Digital Marketing?

MI: VR (Virtual Reality), AI (Artificial 
Intelligence), Automations are all 
buzzwords in the market today. We are 
in for interesting times!


