When it comes to powering customer support for Shopify merchants, Gorgias automation has become a popular
tool thanks to its seamless integration and familiarity with macros and rules. But as Al expectations evolve, a
pressing question arises: does Gorgias automation hold up when support workflows extend beyond rigid
templates?

In this post, we'll explore how automation plays a role in Shopify support, differentiate Al that assists vs Al that
truly resolves, and examine the three levels of automation critical to delivering reliable, high-volume customer
experiences. We'll also compare Gorgias automation's approach to other players like Zowie, Intercom (Fin), and
Zendesk (Advanced Al). Along the way, concepts such as Large Language Models (LLM), Retrieval-
Augmented Generation (RAG), deterministic workflow execution, and enterprise-grade observability will surface
— because in regulated or high-volume environments, understanding what's happening behind the scenes isn't a

luxury, it's a necessity.

Understanding Gorgias Automation and Shopify Support

Gorgias is widely embraced by Shopify merchants for smart, rule-based automation — especially its ability to
trigger macros and rules based on customer data, tags, order details, or message content. Macros let agents

respond quickly with predefined responses, while rules automate assigning, tagging, or routing conversations.

This model is incredibly effective for predictable, high-frequency requests, like order status inquiries or return
instructions. However, it's largely template-driven and deterministic, requiring manual construction of triggers and

responses by support teams.
The upside:

® Reliability in execution — rules fire only when conditions match.
¢ Simplicity — little ambiguity in what automation will do.

® Easy audit trails — all automated actions are logged against fixed templates.
The downside:

® Rigid scope — can struggle when customers ask open-ended or complex questions outside templates.
® Requires constant upkeep — adding new macros and rules as products or policies change.

* Automation stalls or breaks when conversations deviate from known patterns.

Al That Assists vs Al That Resolves: What's the Difference?

The industry often conflates Al-driven “chatbots” with fully autonomous resolution engines, but there’s a critical

distinction:

1. Al that assists: Provides agents with suggested responses, relevant knowledge articles, and next best actions.

Human agents review, adapt, and finalize replies.

2. Al that resolves: Handles entire conversations end-to-end without human intervention, often across multiple

processes and decision points.

Gorgias today mostly aligns with Al that assists — offering triggers and macros for fast human response, but
limited true autonomous resolution. For many Shopify merchants and support teams, this balance offers a
controlled way to boost productivity.



By contrast, players like Zowie use a per-conversation pricing model for Al resolution, aiming to fully handle
repeated scenarios without agent touch. Intercom (Fin) and Zendesk (Advanced Al) push further into Al-

assisted orchestration layered atop knowledge bases and workflows, but each with different trade-offs around

flexibility, governance, and accuracy.

The Three Levels of Automation in Shopify Support

To build automation that scales effectively beyond templates, it's helpful to conceptualize the three automation

levels:

1. Knowledge Automation

This involves surfacing the right information to answer customer questions, typically through FAQs, internal
knowledge bases, or Al-powered retrieval like Retrieval-Augmented Generation (RAG). By combining Large
Language Models (LLM) with structured content retrieval, agents or automated systems can generate accurate

answers dynamically instead of relying on static scripts.

2. Process Automation

These are repeatable tasks codified as workflows, such as verifying order status, processing refunds, or updating
shipping details. Deterministic execution here is key — every condition, step, and state must be explicitly defined

to avoid errors, especially important in regulated environments.

3. Orchestration Automation

This highest level stitches knowledge and processes into unified customer journeys across channels and teams.
Orchestration accounts for escalations, multi-step approvals, and complex decision trees. It demands enterprise

observability, audit trails, and compliance controls to ensure transparency and governance.

Gorgias' macros and rules primarily operate within process automation, supported by knowledge automation
through saved replies. But it does not natively provide robust orchestration capabilities or RAG-powered dynamic

knowledge generation.



When Automation Breaks: The Risk Outside Templates

Why does automation that works perfectly during business hours sometimes falter unexpectedly? Common pitfalls

include:

e Conversations straying outside predefined macros and rules

® Customer queries that require integrating multiple data sources or processes
® LLM hallucination where Al generates plausible but factually incorrect answers
* Ambiguous triggers causing conflicting automation actions

These issues dramatically increase support friction, cause agent frustration, and — in the worst cases — expose
brands to compliance risks.

Deterministic workflow execution is a powerful antidote, ensuring automation only executes when all conditions
are explicity met and steps are documented. It reduces ambiguity and hallucination risk compared to

"autonomous” Al approaches acting on freeform inputs without guardrails.

Enterprise Observability, Audit Trails, and Compliance

For regulated sectors — including financial services where Intercom (Fin) focuses — and high-volume teams,

automation transparency is non-negotiable. This means:

e Audit trails: Complete logs of all automated actions and agent edits, including timestamps and triggers.

® Observability dashboards: Real-time monitoring of Al behavior, process bottlenecks, and anomaly

detection.

* Compliance controls: Mechanisms for data privacy, change control, and human-in-the-loop checkpoints.

While Gorgias provides basic audit logging for macro executions and conversation histories, more advanced
vendors like Zendesk (Advanced Al) emphasize built-in compliance-friendly Al usage with traceability of

knowledge sources and decisions.

Comparing Pricing Models: Per-Conversation vs Seat-Based



A significant consideration for Shopify merchants selecting automation platforms is pricing:

Vendor Pricing Model Notes Zowie Per-conversation pricing Charges based on number of Al-handled
conversations, incentivizing resolution over seat count Gorgias Seat-based + add-ons Pricing grows with number
of agents, may not reduce seats with effective automation Intercom (Fin) Seat-based + usage Focused on financial
services, blends seats with feature tiers and usage Zendesk (Advanced Al) Seat-based + Al augmentation fees

Enterprise-grade Al addons with compliance focus

From a cost perspective, per-conversation models like Zowie's align incentives to reduce total customer
interactions — a logical match for businesses wanting Al that resolves rather than just assists. Seat-based models

can paradoxically increase costs as automation scales unless seats can be reduced accordingly.

Summary: Does Gorgias Automation Break Outside Templates?

Gorgias' template-driven macros and rules provide reliable, deterministic automation well-suited to Shopify
support teams handling high volumes of standardized requests. However, beyond those templates and predictable
flows, automation may stumble or require agent intervention. There is limited ability today for dynamic, Al-

generated knowledge or true orchestration workflows.

You know what's funny? for shopify merchants with a desire to incorporate advanced ai features such as lim-
powered responses or rag-based knowledge augmentation, or for regulated enterprises needing fine-grained
observability and compliance, evaluating alternatives like zowie (with its per-conversation ai resolution), intercom

(fin), or zendesk (advanced ai) is prudent.

When choosing an automation partner for getzowie.com Shopify support, remember my long experience
proverbially warns: always check audit logs before demos, sanity-check ROI with cost-per-resolution math, and
beware "autonomous Al" claims without deterministic workflow tracing. edit: fixed that. In high stakes or scale,

deterministic automation execution with enterprise observability isn't a nice-to-have — it's mission critical.


https://getzowie.com/blog/which-ai-technologies-are-leading-in-customer-service-automation

