
Driving a cultural shift by allowing customer support to 
be at the heart of data-driven decision-making.

How EdgeTier Brought Customer Data to the Fore
EdgeTier’s technology seamlessly integrated with A&F Co.’s existing customer service platform to monitor customer service 


conversations - analysing both customer and agent messages in real time. Abercrombie & Fitch Co. makes use of many aspects of 
EdgeTier’s functionality including anomaly detection, agent QA, phrase tagging, custom reporting and general exploration capabilities.

Proactive Anomaly Detection
Real-time monitoring and alerting of unusual topics (anomalies) 
provides Abercrombie & Fitch Co. with proactive alerts on any 
issue that needs immediate attention. Anomaly detection not 
only uncovers unusual issues in real-time, but it also quantifies 
the size of the issues and breaks down which customers are 
talking about the issue. In addition to helping Abercrombie & 
Fitch Co. react to issues quickly, anomaly detection also 
unearths hidden issues and provides insight into opportunities 
for improvement that would have been more difficult to 
investigate.

Improving Quality
Through tagging agent messages, Abercrombie & Fitch Co. is 
now able to rapidly identify coaching opportunities that may 
have been missed prior. EdgeTier’s technology scans every 
single message sent by agents, providing 100% coverage.

Hello, I'm having some issues with your website. I'm hoping you can help me out. Options

Wednesday, 18th January 2023

I received a new password via email, but it 
still doesn't work when I try to log in.

Password reset request Website issue

Gordon Freeman sent on 18 Jan 2023 at 11:53:05

I’m sorry to hear this has happened. To 
further investigate, could you please provide 
me with your username or email address 
associated with your account?

Agent empathy

Bobby Singer sent on 18 Jan 2023 at 11:53:05

Sure, my username is "exampleuser123".

Password reset request

Gordon Freeman sent on 18 Jan 2023 at 11:53:05

Thank you for providing your username. Let 
me check our system for any potential issues 
with your account. Please bear with me for a 
moment.

Bobby Singer sent on 18 Jan 2023 at 11:53:05

Thanks for you help.

Customer praise

Gordon Freeman sent on 18 Jan 2023 at 11:53:05

Greater Visibility and Predictability
Data generated by the EdgeTier system is extremely accessible 
and is used to make more informed decisions. For example, 
after updating a policy in the US, Abercrombie & Fitch Co. was 
able to accurately quantify the impact the policy change had on 
contact rates, as well as understand customer sentiment 
regarding the update. As they expanded the policy to European 
markets, it was possible to accurately forecast the impact on 
contact volumes in Europe and get ahead of common customer 
inquiries relating to the change, minimising any potential 
disruption.
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I'm having problems resetting my password
06 Jun 2023 4:25 AM

Model: Reset Account

Increase in interactions about "Reset", "Resetting".

I'm having issue with the delivery
05 Jun 2023 8:09 PM

Model: Costumer Complains

Increase in interactions about "Delivery".

I can't verify my account
04 Jun 2023 2:36 PM

Model: Verification Account

Increase in interactions about "Verify", "Account".

The coupon isn't working
03 Jun 2023 6:21 PM

Overview & Challenges
Abercrombie & Fitch Co. (A&F Co.) is a leading global 
speciality retailer of apparel and accessories for men, women 
and kids through five renowned brands. Abercrombie & Fitch 
Co. operates approximately 730 stores under these brands 
across North America, Europe, Asia and the Middle East, as 
well as the e-commerce sites.

Before engaging with EdgeTier, A&F Co. had already realised 
there was significant value locked inside customer support 
conversations and had a strong desire to increase the visibility 
of customer support data. Specifically, there was a need to 
inspect conversations and cross-check feedback, a process that 
historically had not been automated.

A&F Co. also had a desire to improve the agent quality 
assurance (QA) process, to minimize the number of 
conversations manually analysed while also improving the 
quality of interactions. Additionally, the day-to-day operations 
and workforce management teams required a strong need to 
accurately understand the impacts of policy changes, where a 
lot of additional manual effort was required to understand why 
contact volumes exceeded forecasts or why customer behaviour 
was changing.

Nick Brazitis

Global Customer Care Manager

“The anomaly feature is a game changer for us. 
It’s highly accurate and has helped us identify 
customer issues, agent errors, and even fraud 
that would have taken us longer to catch.”

”Supercharge Your Customer Engagement Team”

Working with EdgeTier?
Of course, working with EdgeTier is not just about providing a technology platform, so we asked the Abercrombie & Fitch Co. team 

about what working with EdgeTier is like. Here are some of their comments:

We appreciate that EdgeTier is proactively advocating 
for features and functionality before we ask for it.

We really appreciate the collaborative partnership and 
the openness to new ideas that we have with EdgeTier.

We love that the EdgeTier team is very hands-on. It is 
also exciting to be able to influence the future 

capabilities of the tool.


