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Making life easier
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Below is a walkthrough of our experience, including observations from each stage of the
Mateina customer journey.

Pre-checkout experience

Protecting the exclusivity of discount codes

1. Before purchasing, we researched Mateina online much like a first-time
customer would. During that process, we were able to find a
community-exclusive discount code ("MATEFAM") by searching Google
(screenshot). While this helped us save on our purchase, it also highlighted an
opportunity to preserve exclusive offers.

4 Al Overview

You can currently save 20% on your entire Mateina order online using the promo code
MATEFAM or 6AMCLUB20 at checkout. Alternatively, if you are a first-time buyer looking
to try their lineup, you can grab the Zero Sugar Yerba Mate Sampler Pack which
includes free shipping. @ Mateina +1

If you want, tell me:

o Delivery & Satisfaction Guarantee $1.99

GSP-199
60-Day Subscription
Remove

0 o Lemon Original $39:66

i 60-Day Subscription $36.27

L { STACK & SAVE (2JSZP-0) (-$2.73)

Discount code or gift card Apply

() MATEFAM X

Subtotal - 2 items $38.26
Order discount

{ MATEFAM -$5.44
Shipping @ Enter shipping address
Total usb $32.82

¢) TOTAL SAVINGS $8.17

This order has a recurring charge for multiple items.
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2. We also had to google most questions about Mateina vs. using the Gorgias Al
chatbot. For example, the Gorgias Al chatbot did not seem to have any
information about the founders of Mateina, even after asking the question a
few different ways, so we had to go to google for these answers, where
customers are likely to also be recommended Mateina’s competitors. We now
understand your frustration with Gorgias Al even better.

Who are Nicolas and Elodie?

We do not have information to share about
Nicolas and Elodie. If you have a shopping or
product question, we can help with that.

O @

Reply Z

Insight: Every unanswered customer question can lose the attention you've worked
hard to capture. Once customers get lost in searching for an answer, they're often
introduced to competitors, extra info, and alternative products at the exact moment
they may be trying to make a purchase decision. Source: Mckinsey survey 2026

FullCircle before-and-after: Unlike other Al companies, FullCircle is able to answer
questions about your company with information available across your website- not
just your helpdesk articles- accurately, every single time. This prevents your
customers from having to go elsewhere for answers. Where you control the turf!

who r your founders

Always happy to talk more about our founders and
their journey!

Momentous was founded by Jeff Byers, who is our
Co-founder and CEO

We are built around the idea of bringing elite-level

Screenshot from: FullCircle CX Agentic portal
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Pro tips:

1. Tone & reply cadence used by FullCircle are customizable.

2. FullCircle offers pre-made templates so that you don't have to write
tone-prompts from scratch. Unlike other Al companies who may leave you
alone with setup, we complete your setup with you

3. Unlike other Al companies, FullCircle automatically picks up any edits on your
website, so you never have to manually update your Al

4. Unlike other Al companies, even with half written sentences, FullCircle Al is
fast, accurate, and well-informed. A FullCircle screenshot of this exact query,
from a brand similar to yours in some ways, below.

Checkout experience

The checkout experience with Mateina was quite straightforward. We were reminded of
the moments of friction you mentioned during our chat, since we also experienced
them. We can understand now, more deeply, what your needs are. Our full highlights
below:

1. One moment of friction occurred during address validation, where selecting our
address was not showing up as an option. Our address is 21 Stuyvesant St,
Manhattan, NY, NY, 10003, which did not show up even on multiple attempts:

Remove
21 stuyvesant st

uﬂ 60-Day Subscription
Address
[ ‘)

'Y o Lemon Original
SUGGESTIONS X i 60-Day Subscription

2 Q) STACK & SAVE (2JSZP-
21 Stuyvesant St, Springfield MA 01104, United States

21 Stuyvesant St, Kingston NY 12401, United States Discount code or gift card
21 Stuyvesant St, Brentwood NY 11717, United States

21 Stuyvesant St, Huntington NY 11743, United States

21 Stuyvesant St, Lindenhurst NY 11757, United States Subtotal - 2 items
Order discount
& MATEFAM

() MATEFAM X

Insight: Address entry issues are one of the highest-friction moments in ecommerce
checkout. Industry studies estimate that 17-32% of checkout errors are related to
address validation & entry mistakes: leading to abandoned carts, revenue lost to
failed deliveries, or avoidable customer support requests. Source: Mckinsey survey
2026
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FullCircle before-and-after: Unlike other Al companies, FullCircle’s advanced
Address Al could kick in here for Mateina at no additional cost, which would

meaningfully grow Mateina’s revenue and slash address-issue related customer
tickets— without any extra effort for your team. A live screenshot from a FullCircle

customer is attached for your reference below, to show you how this would help your

customer, in real time!

Making sure you get your delivery

We looked up this address and it doesn't seem to be a house. We want
to make sure you get your order! Please see our recommendation:

/ You entered

D101, Sensorium,
701 W Taylor St. San Jose, California, 95126

Verified Detected by address Al Google Maps approved

D101, Sensorium,
St. San Jose, California, 95126

Use suggested address

Keep what | entered

Ug

Brand name Brand name

Brand colors #EGO3FF

Font Choose brand color

Bann
(PNG

# 9EOQFF

Last update: 3 min ago

Screenshot from: FullCircle Order
Management product

Pro tip: Colors and language used by
FullCircle are customizable

Screenshot from: FullCircle
customization dashboard
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Post-checkout experience

Observations

1. Immediately after placing our order, we wanted to track our shipment. Rather
than viewing tracking directly within the Mateina experience, Shopify prompted
all customers like us to download their own app to track the order.

TUURObpNX

14 St-Union Sq D D &
& 78y,
¢ X S
'
#
Shipping addres
]

New YorkNY ¥ STl

74, TO

b5y COOF
&

& Z

1gton 7 %S¢ 1 AV

‘Park 8St-NYUD 1 o s E’Q%S ’ 2
t @

Astor Pl D
1

Bmadway

- ¥
fg”hs-
28
&o,
7
w LN oy &
£ S 2
S NOHO Map data

Your order is confirmed

You'll receive a confirmation email soon

Track order with shop

Make changes to your orc

¥ Track your order

4 with Shop

app
£\ You can make changes to

@ Change Contact Information

©  Edit Shipping Address

£ Update your order

Get real-time tracking
3 updates in the Shop

?_r=AQABNLEDWSSEOYktGjAKEFsyMhK-iuZ5lhliHAhBco7Y2CE&skip_shop_pa...

~ \«'\)o Delivery & Satisfaction Guarantee $1.99
GSP-199
” 60-Day Subscription

. Q) Original 53900
i 60-Day Subscription $3627
) STACK & SAVE (2JSZP-0) (-$2.73)
Subtotal - 2 items $38.26
Order discount
O MATEFAM -$5.44
Shipping ® FREE
Total uso $32.82

() TOTAL SAVINGS $8.17

This order has a recurring charge for multiple items.

Y 0 @ work

5

2. Although a subscription edit option was very visible as a button after checkout,
changes couldn't be made to subscriptions from there (screenshot). Customers
would instead need to locate a separate subscription portal, which wasn't
immediately obvious and was difficult to find as customers:

Have a subscription? Any changes here only affect this

delivery. Your subscription's items, frequency, and quantities

stay exactly as set. You can edit future deliveries from your

customer portal.

e

Delivery & Satisfaction Guarantee

GSP-199
$1.99x1

Change

Lemon Original

) |
Ve $39.0x1

Chanae

0]
1+
(0]
1 (+
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Insight

1. 36% of ecommerce revenue comes from immediate post-purchase upsells. Top
brands are earning anywhere from 7,000-19,000 USD per month with FullCircle
by simply using FullCircle’s personalized upsells Al during checkout.

2. Every extra click after checkout increases drop-off. Third-party apps also
expose customers to competing brands.

3. Subscription changes are among the largest drivers of post-purchase support
tickets in brands today. Easy self-service reduces tickets while improving the
customer experience. Source: Mckinsey survey 2026

FullCircle before-and-after: Instead of redirecting customers to download a separate
app, FullCircle can keep the entire post-purchase experience inside the Mateina brand,
avoid shopify app downloads for order tracking, and increase Mateina upsell revenue
without any additional ad spend. Customers can track their order, make subscription
changes, buy more- without any friction.

Thank you, Ethan!
Confirmation #PW8P8GJOU

M hours 49 minutes

Time left to make edits to your purchase.

Edit my purchase

-+ Add product (View our personalized recommendations for you) >
®© Track my order >
Y Add discount code >

Screenshot from: FullCircle Order Management product
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Review of all current Al experiences

After completing our purchase, we wanted to better understand your pain points and
the Al challenges your team shared during our conversations. We headed over to the
Gorgias chatbot, email, and all Al experiences and intentionally tested those across a
variety of real customer scenarios. We now more deeply understand the pain you were
describing. What we observed during testing aligned remarkably closely with the pain
points your team has already identified!

Observations

We evaluated the current Al experience across four customer touchpoints: Mateina’s
post-purchase Al, the website Al, chat Al, and email Al. Here is the customer journey with
Al from each of these touchpoints:

1. Post-purchase Al crashed:

e During post-purchase the Gorgias chatbot crashed. Experiencing this firsthand
helped us better understand the frustration with your current Al that your team
shared during our conversations:

<« (€] 25 drinkmateina.com/checkouts/cn/hWNEha8 TuURObpnxZahH8dd4/en-us/thank-you?_r=AQABNLEDWSSEOYktGjAKEFsyMhK-iuZ5IhliHAhBco7Y2CE&skip_shop_pa... ¥ 3 ' Work
You'll receive a confirmation email soon
Track order with shop = o Delivery & Satisfaction Guarantee $199
[T‘ﬂ GSP-199
~L>*  60-Day Subscription
. o Lemon Original 43900
Make changes to your order Lo 60-Day Subscription $36.27
E 3  STACK & SAVE (2JSZP-0) (-$2.73)
{/\ You can make changes to order for another 56 mins and 4 secs
Subtotal - 2 items $38.26
Order discount
(@ Change Contact Information v Q& MATEFAM —-$544
Shipping @ FREE
© Edit Shipping Address v Total uso $32.82

&) TOTAL SAVINGS $8.17

& Update your order v This order has a recurring charge for multiple items.
X Cancel Your Order v

-+ Add More Items A
Listed prices are pre-discount. Your final price will update
once the item is added.
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2. Website Al & Chat Al experiences:

e When we asked about Whole Foods, the chatbot Al hallucinated. Experiencing
this firsthand helped us better understand the reliability and hallucination
concerns your team shared during our conversations. Here is one example out of
the many other hallucinations we were able to validate on our own.

< C % help.drinkmateina.com/en-Usfcontact
you
Subje
sele
Mess
< Trackorders X

can i get it at whole foods

We do not have information showing Whole .
Foods availability. We can help you order
directly from us instead. If you want, | can
recommend the best option for what you are
shopping for.

o @

Reply [

e We know how much work goes into earning placement in Whole Foods and how
prominently Whole foods is featured across the Mateina experience. Seeing the
Al struggle with this question helped us understand your frustration with your Al
firsthand.

e Additionally, the Gorgias chatbot crashed a few more times, which further
explained your team's frustration. We empathize with the pain you are
experiencing with your current Al. 2 screenshots of crash below (please see

timestamps)

Mon Jul 20 8:28 PM

ofiles Tab Window Help

ofiles Tab  Window  Help

B ) © Voteina Support * T ® 0@ v 0 MateinaSuport x o+ 4 Ask Gemini
<« C % help.drinkmateina.com/en-US f O ok i < o (= Jhepdinmatenacomnenus % 0 work
Search
Searc Search
< Track ord x
. < Track ord x
Subscription management .
o Subscription management
ddress
1 can help with shopping and product
questions, but | cannot share a private | can help with shopping and product
address. If you need help choosing a product questions, but | cannot share a private
A address. If you need help choosing a product A

or ordering, | can help with that.
or ordering, | can help with that.

Who are Nicolas and Elodie? Report issue
Who are Nicolas and Elodie? Report issue

We do not have information to share about
We do not have information to share about

Nicolas and Elodie. If you have a shopping or
product question, we can help with that B = Nicolas and Elodie. If you have a shopping or
o QP product question, we can help with that. m =
o @

I'm leaving the country

urgently tomorrow. Can you I e T RO GE )

hold my order tll return? urgently tomorrow. Can you

L A About Mateina

ina's story, values, and how we craft our
Vi . hold my order till | return?
Get to know Mateina's story, values, and how we craft our

Yerba Mate.

Reply © 2
20 articies
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e The Gorgias Al assistant was unable to assist with subscription management
requests, and often makes up what subscription edit capabilities are available: as
highlighted by your team during our chat as well, verified by us as well now

e Customers are directed across multiple portals depending on what they need,
making the support journey difficult to navigate. It was often unclear which portal
or experience customers should use for common post-purchase tasks.
Unification of this will lead to lower support tickets:

G % affiliate: i iate/si X i _medil _ i * 8 in} + Work

Social Snowball

Welcome to Social Snowball!

First Name

Last Name

Create Password

e Contact information could not be updated after the first 60 minute window
expired, leaving no clear fast self-service path:

Edit View History Bookmarks Profiles Tab Window Help I Tue Jul 21 8:19 AM

v M Inbox (4,627) - connect@ful X @ s Mateina available in stores X @ Mateina Support x + ¢ Ask Gemini

25 help.drinkmateina.com/en-US/flows/01J3ZANSTHYXKVOY8Y8CJ4B6PO * B b + Work

Your request was sent!

We will get back to you via emai
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3. Email Al experience:
We also contacted the Mateina support team over email with a mix of lightweight
emails and more complex emails. Below are the timestamps, followed by a few
observations from the experience. Key observations from the email Al experience
below:

e Lightweight emails got replies very fast. Accuracy of responses varied. The email
Al replies were more balanced than the chat Al!

Contact

Trade name: Mateina US Inc.
Email: info@drinkmateina.com

Physical address: MATEINA US INC, 2915 Ogletown Rd, Newark DE
19713, United States

Is Mateina available in stores? (Extemal) inbox x C e B
Mateina Support 08:19 (5 hours ago) ¥
Hello, We understand you need a bit more help with this. Yes, Mateina is available in select retail locations across the United States, including Whole Foods Ma

' FullCircle Official <connect@fullcircle fyi> 08:51(5hoursago) Yy @ €
toinfo v

Hi there, thank you for reaching back out.
Alittle confused here since your Al chatbot yesterday gave 2 different answers- it says Mateina is available at whole foods, and then it said it is not available at whole
foods.

So that | don't have inaccurate information that | pass along to my friends, could you please clarify?
Would really appreciate the help!

° Mateina Support 0851 (5hoursago) vy @ €

tome ~

Hello,
We understand the confusion, and we appreciate you checking before passing that information along.

To clarify, Mateina is available at select Whole Foods Market locations, along with Sprouts Farmers Market, SunLife Organics, and Erewhon. It is not confirmed as
available in every individual store, which is why you may have seen conflicting information.
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e Several of our more complex support requests remained unanswered, other than

the automated bulk replies sent out by Al, which did not solve our problem.

Experiencing this firsthand helped us understand why reducing response times

and enabling more subscription edits were such important priorities during our

conversations.
All screenshots for each bullet point laid out clearly below:

« B 0 m 8B O &« B D 2

from:  FullCircle Official

Hi ther . .
<connect@fullcircle fyi>
Hope ) to: info@drinkmateina.com
I've att date: 20 Jul 2026, 15:04 with the following:

subject:  Requesting help with an order!
mailed-by: fullcircle fyi

N

subscription

w

September if | want to skip?

4. Can | please change my subscription to a 30-day cadence instead of my current one? It's not letting me do this
anywhere- both your chatbot and portal that you emailed me about -- are not letting me edit this, so | thought I'd

ask you for help!
Where can | update the email addresses associated with my account?

o o

so | reach out.

A teammate will review your account, make the requested adjustment for September, and confirm exactly where you can
see the update in your portal and whether September will still be charged, and also help with your address validation and

cadence request.
Thank you for including the screenshots.

Mateina's Customer Service Bot

COPYRIGHT © 2026 FULLCIRCLE TECHNOLOGIES INC. ALL RIGHTS RESERVED.

»ping address on file? When | typed in 21

ven 19 Stuyvesant St Manhattan did not show
U} SU L IVURS TING 11U SUTTL auunses uIss 19 yowny prenou up: 1+ want to make sure | get my shipment, can you
please make sure to validate my address on your end? My address is 21 Stuyvesant St, NYC, 10003.

. I'l be away from home for the entire month of September. | tried skipping my September shipment, but your portal
isn't letting me do this, and | can't see that option even when | tried to click on skip... (please see the attached
screenshots). Could you please help me skip the shipment for that specific month only? | want to keep my

. And then once you make that change, where in my portal will | be able to see this? Will | still be charged for

Is it possible to gift Mateinas? In that case can | order from my account and then transfer over the whole account
to a friend? Or do | need to buy a gift in a different way? | couldn't find the answers on google or your help page,
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4. Subscription Management Portal:
e The Recharge portal for Mateina did not load over 2 days, leaving customers like
us lost about where to edit subscriptions:

[ ] @ v @ Subscription management X . Untitled X

X @ drinkmateina.com/tools/recurring/login

e The Recharge portal crashed a few times, preventing subscription changes from
being completed. (screenshots)

< (¢} 25 drinkmateina.com/tools/recurring/portal/f3bd5d2906be6520f1c0155b738659/subscriptions?token=afbb26cc927046... ¥r 3¢} ¥ O + Work

[ ]
Shop v Learn v MATEINA £, 0 L v
YERBA MATE -
I'here was an error in the third-party application.

JOIN OUR FAMILIA! COMPANY SUPPORT LEGAL

Sign up to get 10% off your first order! About Mateina Help Center Refund Policy

Wholesale Contact Us Cancellation Policy

Enter your email SUBSCRIBE Store Locator File Corso Claim Accessibility

Manage Subscription Privacy Policy

0Oy OO Terms of Service

©2026 Mateina US Inc.

SEEDDISEE »> O~ v
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e The Recharge portal did not allow for change of frequency of subscriptions from
90 days to 30 days, which may be preventing revenue growth that is easy to

attain

< c 25 drinkmateina.com/tools/recurring/portal/f3bd5d2906be6520f1c0155b738659/overview/reschedule?token=afbb26cc...  ¥¢ 3] ¥ D + Work

The more packs you subscribe to, the more you save. Mix any flavours you |'k¢

1 PACK

Save 7%

= Free shipping

We've processed your July 2¢

2items * $32.82 : Viewdr

o

N

Your next order:
Processing Sep 18,2026

@ You're saving $2.73 on this order!

Exclusive offers with this orde

Insight

2-3 PACKS

Save 14%

WHEN WOULD YOU LIKE YOUR NEXT

ORDER?

@® Schedule changes will apply to all future orders.

O Delay for 1week
O Delay for 2 weeks

O Choose a specific date

Saﬂvg 21%

Cancel

21stuyvesant st Mastergard ++4995
y £.0 8w
Edit — it

PRack Organic Loose Leaf Yer!
$16:96 $15.21
Browse all

1. Nearly 60% of customers prefer using fewer touchpoints to complete a task,
while 69% expect consistent interactions across every department and channel.

2. Customers do not see website Al, chat Al, email Al and post-purchase Al as
separate tools. They expect every interaction to understand the same products,

policies, orders, subscriptions and previous conversations.
3. When Al gives inconsistent answers, loses context, becomes unavailable or fails

to resolve the underlying request, it increases customer effort and creates
additional support tickets instead of reducing them. Source: Mckinsey survey

2026

FullCircle before-and-after: Instead of operating disconnected Al experiences across
Mateina’s website, chat, email and post-purchase journey, FullCircle can create one
connected Al experience grounded in Mateina's approved business knowledge and

customer data. Customers can receive consistent answers, complete eligible order or
subscription requests, and move to the right workflow or human expert without
repeating themselves, reducing support demand while improving trust in every
interaction with the Mateina brand.

COPYRIGHT © 2026 FULLCIRCLE TECHNOLOGIES INC. ALL RIGHTS RESERVED. 14 of 14



	Checkout experience  
	Post-checkout experience 
	 
	 
	Review of all current AI experiences  
	Insight 
	1.​Nearly 60% of customers prefer using fewer touchpoints to complete a task, while 69% expect consistent interactions across every department and channel. 
	2.​Customers do not see website AI, chat AI, email AI and post-purchase AI as separate tools. They expect every interaction to understand the same products, policies, orders, subscriptions and previous conversations. 
	3.​When AI gives inconsistent answers, loses context, becomes unavailable or fails to resolve the underlying request, it increases customer effort and creates additional support tickets instead of reducing them. Source: Mckinsey survey 2026 
	FullCircle before-and-after: Instead of operating disconnected AI experiences across Mateína’s website, chat, email and post-purchase journey, FullCircle can create one connected AI experience grounded in Mateína’s approved business knowledge and customer data. Customers can receive consistent answers, complete eligible order or subscription requests, and move to the right workflow or human expert without repeating themselves, reducing support demand while improving trust in every interaction with the Mateína brand. 


