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Sampan

Customer service agents that resolve order and delivery issues in Southeast Asian

languages over chat



The problem

What's broken today

E-commerce and logistics firms in Southeast Asia handle most support over chat

apps, in five languages and with plenty of code-switching like Taglish or Jakarta

slang. Contact centres staff up threefold for every sales event, yet four questions

make up most of the volume: where is my parcel, change my address, refund my

cash-on-delivery order, reschedule my delivery.
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Our solution

Sampan Console

Sampan's agents connect to the client's order system,

courier tracking and refund tools, then resolve those

cases end to end in the customer's own language and

register. They check policy before acting, ask for a

photo when a parcel arrives damaged, and hand the

conversation to a human with a summary when

confidence is low or the customer is upset.
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Product

Conversation CH-551877
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Why now

The timing

Chat support volume in the region doubled after 2023 while contact-centre wages

rose 20%, and models now handle mixed-language chat well enough to act, not just

reply.

Market

Online retailers, marketplaces and last-mile couriers across Indonesia, Thailand, Vietnam and the

Philippines, where customer support spend is estimated at over US$4B a year.
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Business model

How we make money

Charged per resolved conversation, from US$0.18 to US$0.35 depending on volume,

with an annual minimum commitment; hand-offs to humans are not billed.
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Traction

Where we are

US$4.1M
Annual recurring revenue

38
Enterprise customers

2.6M
Conversations per month

72%
Resolved without a human

US$4.1M ARR across 38 enterprise customers in four countries

2.6M conversations a month, 72% resolved without a human

Net revenue retention of 142% over the last 12 months
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Team

Who's building it

AS

Arief Santoso

CEO and Co-founder

MR

Maya Reyes

CTO and Co-founder

NT

Nguyen Thi Lan

Head of Language Quality

KS

Kittipong Srisuk

VP Sales
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The ask

What we're raising

Raising US$14M Series A to reach US$12M ARR by mid-2028

Refund and settlement integrations with regional couriers

Open sales teams in Bangkok and Ho Chi Minh City

Add Malay and Burmese language quality teams
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