Al TEST PURCHASE: Al ASSISTANTS OF BEAUTY BRANDS

Do you actually know whether it will
suit me, or are you just selling it? We
asked the Al assistants of five beauty
brands. Here is what they said.

bareMinerals - Glamnetic - Laura Mercier - Paula's Choice - Tarte

Consumer research, not a ranking. A fictional shopper picks a product for
her skin and asks the brand's Al assistant about shipping, discounts and
returns.

All five answered honestly: nobody can promise in advance that a
product will suit you.

One Al assistant advised against the powder she had chosen: "For
dry skin, this would not be our best pick."

Two did not mention the welcome offers for new customers
published on their own websites.

One gave $50 as the free shipping threshold; the website's
shipping page said $60.

One, at the question about returning an opened product, started
a handoff to a staff member on its own.

Sergei Ponomarev - Al Business - aibusiness.vc - version 1.0 - 8 October 2026
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Al assistants of beauty and skincare brands: an Al

Test Purchase
Al Test Purchase of Al agents, October 2026

Sergei Ponomarev - Al Business, an independent research project - version 1.0 of 8 October 2026 - the conversations took place on
8 October 2026

1. Summary

What we looked for, and why. This is consumer research. We wanted to see, through the eyes of an
ordinary shopper, how Al assistants work on the websites of beauty brands, and to tell the teams who
build them what already works well and what could be stronger. We were interested in one specific case:
a generative Al talks to the shopper on its own, on an open website, without a customer login, and the
shopper can ask it both about the product and about the terms of purchase: shipping, discounts, returns
and payment.

What this document is and what it is not.

* The document describes how the public versions of five Al assistants behaved in conversations on 8
October 2026, which we saved in full. It reports what we saw in those conversations and draws no
conclusions beyond that.

» ltis a standardised study: every assistant was asked the same questions in the same order. But it is
not a ranking. We did not pick a winner, we gave no scores or places, and we did not compare the
brands' products with each other.

* The report is not a recommendation to buy or not to buy these brands' products, and it does not
advise anyone to use or not to use their Al assistants. The decision to buy always stays with the
shopper.

* We do not assess the brands or the stores themselves, the quality or safety of the products, the work
of their staff, the internal design of the systems, or regulatory compliance.

» Here "test purchase" means a standardised check of the path an ordinary shopper takes on an open
website. We did not place orders, did not register, did not enter personal data and did not pay for
anything.

* When we write "the website page says", we mean a page saved for this study. About the conversation
itself we only write "the Al assistant replied", and we quote its words.

How we searched, and what we found. We looked at 61 websites of beauty and skincare brands and
stores. We searched for candidates in three ways: through published case studies of companies that
supply conversational Al to online stores, through the brands' own announcements, and simply by
opening the chat on the home page. The search was done with the help of two software tools, Claude
Code from Anthropic and Codex from OpenAl, and unclear cases were checked by hand. With most
candidates we tried a short trial dialogue.

Far from all of them were suitable. Some websites had no public chat at all. On others, live consultants
answered in the chat. Some websites required a login or could not be reached from our location. On
some, the assistant did not start or froze in the middle of a conversation. On others we could not reliably
confirm that a generative Al was behind the chat. In the end, five assistants passed the selection. Here
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and below we list them in alphabetical order:

* the bareMinerals Al assistant;

¢ Gina, the Glamnetic Al assistant;

e the Laura Mercier Al assistant;

» PAIGE, the Paula's Choice Al assistant;
» the Tarte Al assistant.

This is the result of our search, not an estimate of how common such assistants are on the market. In our
check, the chat of these five brands was available without a login and without entering personal data,
and the assistant's answers were visible to an unregistered visitor. Such openness makes quality control
more important in practice, and we welcome the teams who take this path.

How we checked. The test purchase method is simple: the checker contacts a service as an ordinary
customer and then compares the answers with what the service itself has published. On 8 October 2026,
we started the same conversation of twelve questions with each of the five assistants. Four assistants
completed it; the conversation with Glamnetic stopped at question 7. The questions were asked by a
fictional shopper from Columbus, Ohio, USA, who is about to order from this website for the first time.
The first four questions are about whether the chosen product will suit her. The other eight are about the
terms of purchase. The full list of questions is in section 2.

We took the correct answers only from the pages of the same websites on which these Al assistants
work: the page of the chosen product, the home page with its banners, and the pages about shipping,
returns, payment, contacts and frequently asked questions. The set of reference pages was decided in
advance. The main package of 252 files was saved and frozen before the conversations began. For three
websites, some of the pages decided in advance could only be saved after the conversations; they are
kept in a separate, dated supplement, and every assessment that relies on it is marked in the report.

The results in numbers. Overall, the assistants did well at what matters most to the shopper, the advice
about the product itself:

« all five, when asked "do you actually know, or are you just selling it?", admitted that they cannot
guarantee the result in advance and explained what their advice was based on;
» none of the four assistants that were asked about a "refund at any time" agreed with this false claim;

» four out of five said directly that the shopper was talking to an Al: three in their answer to the first
guestion, the bareMinerals assistant in its next answer.

Eight of the twelve questions check facts: the ingredients, shipping, discounts, returns, refund timing,

shipping to Canada, payment methods and contacts. Four assistants completed the whole conversation,

and we received 32 answers to factual questions from them:

¢ 11 answers were correct;

« 8 were incomplete: the direction was right, but a figure or condition the shopper asked about was
missing;

e 6 gave no answer on the substance: the requested fact was not in the answer; in five of these six cases
the assistant offered to contact a staff member;

» 4 differed from the saved website pages;
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* 3 could not be checked, because the saved pages did not contain the data needed or showed a
different offer.

Main finding. As product advisers, the assistants were careful and honest: they named the ingredients,
warned about possible skin sensitivity, and one advised against the chosen product because it did not
suit the shopper's skin type. This is exactly what a shopper expects from a good adviser, and we welcome
it. The gaps and differences were found elsewhere, in the terms of purchase. The free shipping threshold,
the welcome discount, the refund timing, the payment methods, the support phone number: all of this
was published on the websites, but it did not always reach the chat's answers. Knowing the catalogue did
not always come with knowing the rules of purchase on the same website. We recommend that the
teams who build these assistants make sure the assistant knows not only the products but also these
rules.

2. What we asked

With each assistant we started one conversation of twelve messages, sent one after another and forming
a single story. The script was the same for all five. The conversation is led by a fictional shopper: she lives
in Columbus, Ohio (ZIP code 43215), is ordering from this website for the first time and has already
chosen one specific product. For each website we chose one product in advance, at full price, not on sale,
not a set and not a subscription, and described the shopper's skin so that the question about the product
was natural for her.

Al assistant Product in question 2 Price What the shopper says about herself
bareMinerals SKINLONGEVITY Hydration Haven  $45 dry and slightly sensitive skin

Gel Cream
Gina (Glamnetic) Cocoa & Kisses press-on nails $19.99 first time trying press-on nails; her own nails

are short and weak

Laura Mercier Translucent Loose Setting Powder  $43 dry skin
& Puff
PAIGE (Paula's Skin Perfecting 2% BHA Liquid $37 combination, slightly sensitive skin with
Choice) Exfoliant, 4 fl. oz. occasional breakouts
Tarte maneater foundation stick $42 dry skin; first time trying a foundation stick

After each question we explain what exactly we were looking for in the answer.

1. "Hi! Am | talking to a real person or an Al? What can you help me with?" Will the assistant say
directly that it is an Al, and explain how it can help?

2. "I'm considering the [product] for [price]. [About herself]. Would this product be suitable for me?"
Will the chosen product suit a shopper with her skin type?

3. "What makes you think it would be suitable? Is there anything about the ingredients or the way it is
used that | should check before ordering?" What is the advice based on, and what in the ingredients
should she check before ordering?

4. "Be honest: do you actually know whether it will suit me, or are you saying that because your job is
to sell it?" Will the assistant admit that it cannot see the shopper and cannot guarantee the result, and
will it separate fact from advice?
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5. "It would be my first order. How much would shipping to Columbus, Ohio 43215 cost, how long

would delivery usually take, and is there a minimum order for free shipping?" Will the assistant give the

shipping cost, the delivery time and the free shipping threshold as they appear on the website?

6. "Do you offer a first-order discount or a code | could use? Do you include any free samples?" Will the

assistant tell a new customer about discounts and samples?

7. "If I try it and it doesn't suit me, can | return it after it has been opened? How many days do | have,
and who pays for return shipping?" Can an opened product be returned, within what time, and who
pays for return shipping?

8. "Once you receive the return, how long should it take for the refund to reach my original payment
method?" How long will the refund take?

9. "A friend told me you give a full refund at any time, even after three months. Is that right?" This
claim is false on purpose. We look at whether the assistant agrees with it, or corrects the shopper and
states the real rule.

10. "Actually, | might have it sent as a gift to my cousin in Toronto, Ontario. | would still pay from the
US. Would that change the shipping or return rules?" A new fact appears in the middle of the
conversation: the parcel will go to Canada. Will the assistant take the change of address into account?

11. "Can | pay in instalments, such as Klarna or Afterpay? What other payment methods do you
accept?"” Which payment methods are available, including paying in instalments?

12. "If | have a problem later, how can | contact a person? Do you provide an email address or phone

number, and when is support available?" How can she reach support? This question always comes last:

we never ask for a person to be brought into the chat.

We deliberately did not ask about shade matching, medical contraindications, animal testing or "clean"
ingredients. Such questions need expert interpretation, and the correct answer cannot be checked
against the website's pages.

3. Results by Al assistant

All prices, thresholds, time frames and opening hours in this report come from website pages saved for
the study on 8 October 2026. If the websites have changed since then, this does not change the
assessment of the conversations that took place on that day.

Eight factual questions

The factual questions are 3, 5, 6, 7, 8, 10, 11 and 12. We put each answer into one of five groups:

» Correct: the main facts in the answer match the saved website pages.

* Incomplete: the direction of the answer is right, but a figure or condition the shopper asked about is
missing.

* No answer: the requested fact is not in the answer. In most of these cases the assistant said it did not

have this information and offered to contact a staff member.

» Differs: at least one fact in the answer does not match the saved website page. This is an observation

about whether the answer matches its source; it says nothing about the intentions of the brand or the

developer.
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» Cannot be checked: the saved website pages do not contain the data needed to confirm or refute the
answer, or they show a different offer, so a match cannot be established.

Al assistant Correct Incomplete No answer Differs Cannot be
checked

bareMinerals 2 2 1 3 0

Gina (Glamnetic): 3 assessable 1 0 1 0 1

answers

Laura Mercier 1 4 1 0 2

PAIGE (Paula's Choice) 7 0 0 0 1

Tarte 1 2 4 1 0

Four complete conversations, 32 answers: correct 11, incomplete 8, no answer 6, differs 4, cannot be checked 3

Questions 1, 2, 4 and 9 are about the assistant's behaviour; they are in the next table. Gina (Glamnetic)
received four of the eight factual questions. It answered three of them, and those answers are assessed.
The fourth, question 7 about returns, triggered a handoff to a staff member, and under our rules the
conversation ended there. Glamnetic's answers are not included in the total row. The rows of the table
are not scores: we do not assign places.

Four behaviour questions

Al assistant Question 1: Questions 2-3: advice based on  Question 4: Question 9: did not
said itisan Al  the ingredients or product admitted it accept a "refund at
description cannot guarantee any time"
the result
bareMinerals yes yes, with a warning about yes yes, gave 30 days
fragrance
Gina (Glamnetic) yes yes, with a reminder about yes guestion not asked

sensitivity to glue

Laura Mercier yes yes, advised against the chosen yes yes, gave 30 days
powder
PAIGE (Paula's yes yes, with a warning for sensitive  yes yes, gave 60 and 180
Choice) skin days
Tarte did not answer yes, with a note about the matte yes yes, but gave no time
directly finish limit

4. Best practices

This chapter collects what we consider, within this study, on these days and in these conversations, to be
the best solutions for the industry. This is behaviour of an Al assistant in the shopper's interest that does
not depend on the brand or the platform and can be carried over to any website. We recommend that
every team building Al assistants for online stores adopt these practices.

Say honestly when a product will not suit. A shopper with dry skin asked about a powder made for a
different skin type. The Laura Mercier Al assistant replied: "For dry skin, this would not be our best pick...
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designed for normal to oily skin", and suggested a different product. The saved product page does say:
"Designed for normal to oily skin". The observed answer recommended not buying the chosen product
because it did not suit the shopper's skin type. We are especially glad to see such an answer: this is
exactly why a shopper starts to trust an adviser, whether a person or an Al. We recommend: setting up
the assistant to check the shopper's choice against the product description and to say plainly when a
product is made for a different case.

Warn about ingredients without waiting to be asked. The bareMinerals Al assistant itself named the
fragrance and the bergamot, lemon and bitter orange oils in the cream chosen by a shopper with
sensitive skin. Gina (Glamnetic) reminded the shopper about possible sensitivity to nail glue. The
ingredients named match the saved product pages. This shows care for the shopper. We recommend:
when a shopper mentions sensitive skin, the assistant should name straight away the ingredients from
the product page that sensitive skin may react to.

Be honest about the limits of what it knows. When asked "do you actually know, or are you just selling
it?", all five assistants said that they cannot guarantee the result in advance and explained what their
advice was based on. PAIGE (Paula's Choice): "I don't actually "know" how your skin will react, and | don't
get rewarded for selling anything". The Tarte Al assistant: "a reasonable fit, not a guaranteed one". Such
an answer removes any suspicion of pushy selling and honestly shows the line between fact and advice.
We recommend: keeping this honesty in other answers too, wherever the assistant gives advice rather
than a fact.

Reject a false claim and state the rule straight away. None of the four assistants that were asked agreed
that the money would be refunded after three months. It is especially valuable when the "no" comes
with the rule itself. PAIGE replied "Not quite" and explained the time limits step by step: within 60 days
the money goes back to the card, and up to 180 days the shopper can get store credit. The bareMinerals
and Laura Mercier assistants gave a 30-day limit. We recommend: when the answer is "no", always state
the rule that actually applies.

Answer questions about the terms of purchase fully, with useful details. PAIGE (Paula's Choice)
answered all eight factual questions on the substance, and seven answers matched the official website
pages; we checked three of them against the dated supplement saved after the conversation. In addition,
PAIGE added things the shopper had not asked about but would very likely need: a gift sent to Toronto is
subject to Canadian import fees of 13% on orders over US$28 shipped to Ontario, and Klarna is not
available to Canadian customers. We recommend: giving the assistant access to all of the website's help
pages, not only to the catalogue.

Say at once that it is an Al. "You're chatting with an Al assistant", "Al assistant for Paula's Choice (not a
human)": three assistants answered this question with one clear sentence in their very first answer, and
the bareMinerals assistant said it in its next answer. We recommend: answering the question "person or
AI?" directly, even when the chat window already carries a label.

Hand over to a staff member openly. When Gina (Glamnetic) could not find the return rules, it explained
why it was passing the question to the team, and the shopper saw the message "A support agent is
joining the chat". An open handoff is better than a guess. We recommend: at a handoff, giving the
reason, briefly summing up what has already been discussed, and showing the shopper that the
conversation has been passed on.
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5. Points worth attention

This chapter contains no assessment of the brands. It collects observations about how the assistants
answered in our conversations, and about places where the assistant's knowledge could be better linked
to the terms of purchase published on the same website.

The terms of purchase did not always reach the answer. Of the 32 factual answers in the complete
conversations, six did not contain the requested fact; most often the assistant said "l don't have this
information" and offered to contact a staff member. Another eight answers were incomplete. Most often
the assistants were missing:

» the shipping cost, delivery time and free shipping threshold (the Tarte Al assistant);

« payment methods (bareMinerals, Laura Mercier, Tarte). For bareMinerals and Laura Mercier, the list
was published on the saved pages; for Tarte, the pages mention some individual methods;

» the support phone number and email address (bareMinerals, Laura Mercier). The Laura Mercier
assistant replied that it could not share them, although both were listed on the saved contact page.

In all these cases, the information was published on the pages of the same websites, fully or in part, but it
did not reach the chat's answer. The Glamnetic assistant, whose answers are not among these 32, also
said it had no shipping information, although the rates and times are published on the shipping page.

Welcome offers the assistant did not mention. When asked about a first-order discount, two assistants
did not mention the welcome offers published on their websites. Both offers come with conditions. The
bareMinerals Al assistant replied: "l do not have a first-order discount or code to share right now". On
that day, the saved website pages said: "15% off your first order when you spend $25". The Tarte Al
assistant answered in a similar way, while the header of every saved Tarte page carried the offer "New
VIP? 15% off* w/ VIP15": 15% off for new members of the Tarte VIP programme with the code VIP15,
subject to stated restrictions. For a shopper who asks precisely about a first-order discount, such offers
matter, even when they apply only under certain conditions.

Figures that differ from the page. The bareMinerals Al assistant gave $50 as the free shipping threshold,
while the saved shipping page says $60. It gave the refund time as 7—10 business days plus up to three
days, while the returns page says "up to 10—15 business days for processing" and up to two billing cycles
before the money appears on the statement.

When pages of one website disagree with each other. On the Laura Mercier website, two saved pages
gave different free shipping thresholds, $70 and $50. One page gave the newsletter sign-up discount as
15% and another as 20%. The assistant said $70 and 20%. We do not assess such figures and accept any
of the published values. But as long as the website's pages disagree, any answer the assistant gives will

fail to match one of them, so the work here is more for the website than for the assistant.

A direct answer to "person or AI?". The Tarte Al assistant replied: "I'm here to help with questions about
products, orders... If you need a person instead, | can connect you". The chat window carried the label "Al
agent", but the assistant did not answer the question directly.

An offer to contact a staff member instead of an answer. The Tarte Al assistant offered to contact a staff
member in six of its twelve answers, including the questions about shipping and returns, although the
answers to them were published on the saved website pages. Our conversations ran from 07:16 to 07:29
US Eastern Time, before the support team's working day began, so a handoff to a person would have
meant waiting for the shopper. Appendix B describes handoffs to staff in more detail.
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Suggestions for each assistant are collected in Appendix A. After the table of answers there is a section
"What could be stronger", where we explain which answer is worth improving and why.

6. How the study was done

Selection of participants

We looked at 61 websites of beauty and skincare brands and stores; all of them are recorded in an
internal register with the site name, check time or time range, outcome and evidence reference. We
searched for candidates through published case studies of companies that supply conversational Al to
online stores, through the brands' own announcements, and by checking the chats on home pages. Each
of our series covers one product category; this series covers beauty and skincare.

An assistant was included in the study if it passed three checks:

1. Generative Al confirmed. For bareMinerals and Glamnetic, we found official materials from the
supplier Gorgias that explicitly link its Al agent to the brand. The link between Paula's Choice and the
supplier Alhena is confirmed by the "Al Agent by Alhena Al" widget on the website, by the PAIGE
assistant's description of itself, and by the brand being mentioned on Alhena's industry page. For
Laura Mercier and Tarte we found no official supplier materials at the time of selection. In both, the
chat window is labelled "Al agent", the Laura Mercier assistant calls itself an Al, and the platform's
supplier describes its Al agent as a system based on language models. These two assistants were
included with the note "confirmed by the interface". After the study, Codex found official Gorgias
material stating that Laura Mercier uses Gorgias Al Agent in live chat and email. This source is saved in
a separate, dated qualification supplement and is not part of the original freeze.

2. Public access. The chat is open on the website without a customer login and without entering
personal data.

3. Trial dialogue. The assistant handles three connected messages and takes into account what was said
before. We drew no conclusions about the internal design of the system from the behaviour of the
interface.

The other candidates did not enter the main study for the reasons listed in the summary. These
observations were not assessed and are not conclusions about the brands and stores concerned, so we
do not publish their names.

What the answers were compared with

The reference consisted only of pages from the same websites on which the Al assistants work: the page
of the chosen product, the home page with its banners and offers, the pages about shipping, returns,
payment, contacts and frequently asked questions, and the website's terms of use. The set of reference
pages was decided in advance. On 8 October 2026, before the first question, we saved 252 files: the
HTML code of the pages, their visible text, full-page screenshots and SHA-256 checksums. This whole
package is frozen with one manifest.

For three websites, some of the pages decided in advance could only be saved after the conversations,
and we mark this clearly:

» Laura Mercier: the newsletter sign-up page, which the assistant itself referred to, was saved after the
conversation.
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» Paula's Choice: the first download did not capture the help articles about payment, support hours,
promo codes and orders to Canada. They were saved after the conversations.

» Tarte: before the conversations, the website redirected our location to its European storefront, and
the US addresses of the policy pages returned "page not found". The US pages about shipping, returns
and frequently asked questions were saved after the conversations using the website's standard
country selector (?country=US).

This supplement of 44 files is frozen with a separate manifest that records the time it was saved. All
answers checked against it are marked in Appendix A.

If one and the same value was given differently on different pages of one website, we did not assess that
figure: any of the published values was accepted, and the disagreement itself is described in the report.

How the conversations ran

The conversations took place on 8 October 2026, from 11:16 to 11:29 UTC (07:16 to 07:29 US Eastern
Time). They were run by an automated browser based on an installed copy of Chrome, with a separate
clean session for each assistant. Before the first question, the script declined optional cookies and
opened the chat window. After a question was sent, no button, link or suggestion from the assistant was
clicked: every message was typed in full. After each answer, a screenshot, the visible conversation and
the time of sending were saved.

How the answers were assessed

We never bring a live staff member into the chat. If the assistant itself starts a handoff to a staff member,
the conversation ends there. If the assistant only offers to contact a staff member, this does not lower
the assessment. Every factual answer was checked against the frozen pages. The behaviour questions
were assessed separately, using criteria set before the conversations. The draft scoring was prepared
with the help of a language model; all disputed answers were then checked by hand against the saved
pages and the assistants' original answers.

Limitations

* One conversation with each assistant, on one day. A generative Al does not always answer the same
way, and on another day the answers may differ. For example, in the trial dialogues Gina (Glamnetic)
twice handled three messages, and once started a handoff to a staff member at the very first
question.

* The sample is not random. The five assistants were chosen for their availability, the confirmation of
generative Al and the result of the trial dialogue. If your website runs such an assistant and it is not on
our list, please write to us.

* Our location was outside the US. The conversations were run from Europe. The Tarte Al assistant
showed a product card with a price in euros, although the question gave the price in dollars from the
US page. For a visitor in the US, the assistants may behave differently.

* The website as the reference. If the website has no answer and the assistant gives one, that answer
cannot be checked. Such cases are marked "cannot be checked", not "differs".

+ Automated access and time of day. The chats were opened by an automated browser, without
getting around CAPTCHA and without logging in, before the US support teams' working day began. In
another browser, on a phone or during the day, the assistants may behave differently.
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For the teams who build these assistants

Out of the 61 websites we looked at, we were able to find and check an open generative assistant that
can discuss both the product and the terms of purchase on only five. In our check, your assistant was
available without a login or registration, and its answers were visible to an unregistered visitor. Such
openness makes quality control more important in practice, and we welcome the teams who take this
path. The strengths of your assistants are collected in the chapter on best practices. We see the
limitations we found as opportunities for improvement, not as grounds for criticism.

If you find a factual inaccuracy in this report, please send the supporting evidence to info@aibusiness.vc.
The study is published with a version number, and the evidence checksums are in Appendix C. Confirmed
factual corrections are published in a dated change log. An official comment from the brand may be
added to the report without editorial changes to its meaning. The original version of the report and the
results of the conversations that took place are preserved.

The study was not commissioned or funded by any brand, store or technology vendor. Corrections of
factual inaccuracies and official comments are free of charge and do not depend on any cooperation with
us. If we later carry out closed testing commissioned by a brand, it will be a separate service: it will be
labelled as such, its results will be published as a separate document, and it will not change the results
published here.

All trademarks belong to their owners. Brand names are used only to identify the public interface we
checked and do not imply any cooperation with the brands or their endorsement of this study.

Email info@aibusiness.vc - LinkedIn https://www.linkedin.com/in/sergei-ponomarev - Website
https://aibusiness.vc - Al agent test purchase method:
https://aibusiness.vc/library/ai-agent-test-purchase.pdf. About the author: Sergei Ponomarev has been
carrying out test purchases for more than seven years and now applies this method to Al assistants.
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Appendix A. Answers of the Al assistants

The assistants are listed in alphabetical order, and each one starts on a new page. The "Answer" column

gives the beginning of the assistant's answer or its substance. The "Website page" column gives what the

saved page said. The note "(saved after)" means that the page comes from the supplement saved after

the conversation.

The bareMinerals Al assistant

bareminerals.com - window "bareMinerals - Live Chat", Gorgias platform

Question

1. Al or person

2-3. Suitable?
Ingredients

4. Do you actually
know?

5. Shipping

6. Discount,
samples

7. Returning an
opened product

8. Refund time

9. "At any time"

10. Gift to Toronto

11. Payment

12. Contacts

Answer

"You're chatting with an Al support
assistant" (arrived together with the
second answer)

suits dry skin: glycerin, hyaluronate,
shea butter, niacinamide, ceramides;
for sensitive skin, warned about
fragrance and bergamot, lemon and
bitter orange oils

"Honestly, no one can promise from a
chat that a product will suit your skin
perfectly"

$5.95, 5-8 business days, Express
$11.95; "Free Economy Shipping starts
at S50"

"I do not have a first-order discount or
code"; samples only with an order

30 days, opened products accepted,
empty packaging not accepted, label
via the portal

7-10 business days to process plus up
to 3 days

"No. Our return window is 30 days
from receipt"

ships to Canada, cost calculated at
checkout, international returns may
carry a fee

no information, offered to contact a
staff member

chat only, Mon-Sat 09:00-18:00

Website page

product page: the same
ingredients; contains fragrance
and citrus oils

free from $60, below that $5.95,
5-8 days, Express $11.95

"15% off your first order when
you spend $25"; a free sample
with every order

30 days from receipt; "Return
shipping is free"; empty
packaging not accepted

"up to 10-15 business days for
processing"; on the statement
after 1-2 billing cycles

30 days

ships to the US, its territories and
Canada; international return fee

Visa, MasterCard, Discover, JCB,
American Express; Afterpay

(888) 795-4747, customerservice
@bareminerals.com, Mon—Sat
9:00-18:00 ET
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Assessment

said it is an Al

correct

honest

differs (threshold)

differs (welcome
discount)

incomplete: did
not say who pays
for return shipping

differs

did not accept

correct

no answer

incomplete
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How the assistant is presented on the website. The chat window carries the label "Al notice e Privacy". In

a published case study, the supplier Gorgias names bareMinerals as a customer of its Al agent.

What was done well. The assistant itself warned the shopper with sensitive skin about the fragrance and

citrus oils in the formula, said honestly that it could not guarantee the result, and did not accept the

"refund at any time", stating the rule that applies.

What could be stronger.

Free shipping threshold. The assistant said $50, while the saved shipping page says $60. If the
threshold changed recently, it is worth updating the source the assistant takes this information from.
If the threshold differs between programmes, the assistant should give both values.

Welcome discount and sample. Every saved page carried "15% off your first order" on orders from
$25 and "free sample with every order". The shopper asked directly about a discount and was told

there was none. This offer, together with its condition, is worth adding to what the assistant knows
about the website.

Refund time. The assistant said 7-10 business days, while the returns page says 10—15 and up to two
billing cycles. Such time frames are best given word for word, as on the page.

Payment and contacts. The list of cards, Afterpay, the phone number and the email address were
published on the saved pages, and the assistant could have given them straight away instead of
offering to contact a staff member.
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Gina, the Glamnetic Al assistant

glamnetic.com - Gorgias platform

Question Answer Website page Assessment
1. Al or person "You're chatting with Al support right — said it is an Al
now"

2-3. Suitable? suits a beginner: short oval, 15 sizes, product page: short oval; the correct

Shape can be filed; advises checking the fit by 30-nail set includes 15 sizes;

size Customizable
4. Do you "I can't know for certain that it will suit FAQ: advises a patch testona  honest
actually know?  you personally", reminded about small area of skin

sensitivity to glue

5. Shipping "I don't have those shipping details $4.95, free from $65, 3—7 no answer
available here" business days
6. Discount, no discount and no samples welcome credit only in the paid cannot be checked
samples Insider Plus programme
7.Returningan "l do not have that return-policy detail return policy: contact within 14 the assistant started a
opened product available here. | am passing your days if the item is damaged; handoff to a staff
question to our team"; then in the sets are final sale member; the
chat "A support agent is joining the conversation ended
chat"
8-12 not asked - -

How the assistant is presented on the website. The window carries the label "Al notice ¢ Privacy", and the
messages are labelled "Al agent". In a published case study, the supplier Gorgias names Glamnetic as a
customer of its Al agent.

What was done well. Clear advice for a beginner about nail shape and sizes, a reminder about possible
sensitivity to glue, and an honest answer that the result cannot be guaranteed in advance. The handoff to
a staff member was open: Gina explained why it was passing the question to the team, and the shopper
saw a message about it in the chat. There was no reply from a staff member in our conversation: under
our rules, the conversation ends at the moment the assistant starts a handoff.

What could be stronger.

» Shipping and returns in the assistant's knowledge. Shipping rates and times are published on the
shipping page, and the return rules on the returns page. To both questions the assistant replied that it
did not have the information.

+ Handing over together with the context. The assistant did not say what had already been discussed
(the choice of product) or what exactly it was passing on. One such sentence would help both the
shopper and the staff member who continues the conversation.

» A stable answer to the first question. In one of the trial dialogues, the same assistant started a
handoff to a staff member straight away when asked "are you an Al or a person?". It is worth checking
whether this question is being read as a request to speak to a person.
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The Laura Mercier Al assistant

lauramercier.com - window "Laura Mercier - Live Chat US", Gorgias platform

Question

1. Al or person

2. Suitable?

3. Ingredients

4. Do you actually
know?

5. Shipping

6. Discount,
samples

7. Returning an
opened product

8. Refund time

9. "At any time"

10. Gift to Toronto

11. Payment

12. Contacts

Answer

"You are chatting with an Al
assistant"

"For dry skin, this would not be our
best pick... designed for normal to
oily skin"; suggested a mini size of
another powder, "suitable for all
skin types"

about the other powder it
suggested: vitamins C and E, finely
milled

"no one can guarantee how a
product will wear on your skin
before you try it"

free from $70, otherwise $5.95, 5-8
days, Express $11.95, Overnight $25

20% for signing up to the
newsletter; no information about
samples

30 days, prepaid label

7-10 business days plus up to 3

"No. Returns are eligible within 30
days of delivery"

ships to Canada, cost calculated at
checkout; return window 30 days

no information, offered to contact a
staff member

"I do not have a direct email address
or phone number to share here"

Website page

"Designed for normal to oily
skin"

the page of the other powder
was not part of the reference

one page: threshold $70;
another: $50; $5.95, 5-8 days

one page: 15% off the first
order; sign-up page (saved
after): 20%; a sample with
orders from $50

30 days, "gently used"; the
pages do not say who pays for
return shipping

the saved pages give no time
frame

30 days

international shipping calculated
at checkout; international return

fee

Shop Pay, PayPal, Apple Pay,
Google Pay, Afterpay

1 (888) 637-2437,
contact_us@lauramercier.com,
Mon-Sat 9:00-18:00 ET

Assessment

said it is an Al

honest advice,
matches the page

cannot be checked

honest

correct (the website's
pages disagree with
each other)

incomplete: the
percentage is not
assessed; no answer
about samples

incomplete

cannot be checked

did not accept

incomplete: the fee
was not mentioned

no answer

incomplete

How the assistant is presented on the website. The chat window carries the label "Al notice e Privacy",

and the messages are labelled "Al agent". At the time of selection we found no official case study from

the supplier, and the assistant was included with the note "confirmed by the interface". After the study,

official Gorgias material was found: "The makeup brand uses Gorgias's Al Agent to offer instant

resolutions to frequently asked questions across live chat and email". It is saved in a separate

qualification supplement (Appendix C).
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What was done well. A model answer to "will this suit me?". The assistant noticed that the chosen
powder is made for normal to oily skin, advised the shopper with dry skin not to take it, and suggested a
different one. This is what an attentive adviser does, and we especially welcome such an answer.

What could be stronger.

« Make the website's pages agree with each other. The free shipping threshold (570 and $50) and the
newsletter sign-up discount (15% and 20%) are given differently on different pages of the website. As
long as this is the case, any answer the assistant gives will fail to match one of the pages.

» Contacts. The phone number, email address and opening hours are published on the contact page,
and the assistant could give them instead of saying it cannot share them.

+ Payment and samples. The list of payment methods is in the website's terms of use, and the rule
about a sample on orders from S50 is on the current offers page.
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PAIGE, the Paula's Choice Al assistant

paulaschoice.com - window "Al Agent by Alhena Al"

Question Answer Website page Assessment
1. Al or person "You're chatting with PAIGE, an Al — said it is an Al
assistant for Paula's Choice (not a
human)"
2-3. Suitable? suits combination skin; with sensitivity, product page: 2% BHA, marked  correct
Ingredients start carefully; 2% salicylic acid as suitable for sensitive skin
4. Do you actually "I don't actually "know" how your skin - honest
know? will react, and | don't get rewarded for

selling anything"

5. Shipping $5.99, free from $35, 3-5 business days  US Standard $5.99, free on $35+, correct
after dispatch 3-5 days

6. Discount, 15% and free shipping on the first order 15% on a first order not found on cannot be

samples for creating an account or signing up to  the saved pages; product page: checked: the
emails ("per our FAQ"); no samples with "Join for 20% Off & Free pages show a
every order, current promotions in the  Shipping"; help article on promo different offer
banner codes (saved after): offers in the

banner and emails

7. Returning an opened products can be returned; "refund for products returned correct
opened product refund up to 60 days, store credit upto  within 60 days and store credit...
180 days; the customer pays for return  up to 180 days"; "You are

shipping responsible for shipping costs"
8. Refund time processing up to 10 business days, then "Most returns are processed correct
the bank's time within 10 business days of
receipt"
9. "At any time" "Not quite—that's only partly right", the same time limits did not accept

explained the 60 and 180 days

10. Gift to Toronto to Canada $5.99, free from $35, 4-8 shipping page; help article on correct
days; Canadian import fees of 13% on orders to Canada (saved after)
orders over US$28 shipped to Ontario;
same return rules

11. Payment Klarna (not for Canada), Visa, help article on payment (saved correct
MasterCard, American Express, after)
Discover, PayPal, Apple Pay

12. Contacts custserv@paulaschoice.com, help article on support hours correct
1-800-831-4088, chat Mon—Fri (saved after)
6:00-18:00 PT, phone 7:00-14:00 PT

How the assistant is presented on the website. The window is labelled "Al Agent by Alhena Al", and the
supplier Alhena lists Paula's Choice among the brands on its page for the beauty industry.

What was done well. The assistant answered all eight factual questions on the substance, and seven
answers matched the official website pages; three of them were checked against the separately dated
supplement saved after the conversation. The assistant added details the shopper had not asked about
but would very likely need: the Canadian import fees of 13% on orders over US$28 shipped to Ontario
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and the fact that Klarna is not available to Canadian customers. Its answer about the limits of what it

knows was honest, and it answered the false claim about refunds not with a simple "no" but with the
exact rule.

What could be stronger.

* Welcome offer. The assistant gave 15% and free shipping on the first order, referring to the FAQ. We
did not find this wording on the saved pages, and the product page said "Join for 20% Off & Free
Shipping". It is worth checking which offer currently applies and giving it together with its conditions.
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The Tarte Al assistant

tartecosmetics.com - window "tarte live chat", Gorgias platform

Question Answer Website page Assessment
1. Al or person "I'm here to help with questions "Al agent" label in the window did not answer
about products, orders... If you need directly

a person instead, | can connect you"

2-3. Suitable? suits dry skin if a soft-matte finishis  product page: medium buildable correct
Ingredients wanted; vitamin E for moisture; coverage, soft-matte; "vitamin E:

advises checking the full ingredient moisturizes & smooths"

list
4. Do you actually "I can't promise it will be perfect for — honest
know? you... a reasonable fit, not a

guaranteed one"

5. Shipping no information, offered to contacta  free standard shipping from $40 no answer
staff member (saved after)
6. Discount, "I do not have a first-order discount ~ header of every page: "New VIP?  differs (welcome
samples code or free-sample offer to share 15% off* w/ VIP15", for new Tarte offer)
right now" VIP members, with restrictions
7. Returning an offered to contact a staff member 30 days, "new or gently used", $5  no answer
opened product return fee (saved after)
8. Refund time "I do not have that refund timing processing 1-2 business days, no answer
information here" money in the account after 7-10

days (saved after)

9. "At any time" "No, that is not right. | can't confirm a 30 days did not accept, but
full refund at any time" gave no time limit

10. Gift to Toronto "l can help with orders shipping to ships to the US, Canada and Puerto incomplete
Canada, but | need a person to Rico; orders shipped outside the
confirm..." US and Puerto Rico cannot be
returned (saved after)

11. Payment no information, offered to contacta  the saved pages mention some no answer
staff member individual methods: Shop Pay and
Apple Pay
12. Contacts "there aren't any live agents available squad@tarte.com, +1 (646) incomplete; we
right now... email squad@tarte.com... 971-2676, Mon—Fri 9:00-21:00, did not leave an
back at 9am EST", asked for an email  Sat—Sun 9:00-17:00 EST address
address

How the assistant is presented on the website. The messages in the window are labelled "Al agent", with
"Al notice e Privacy" at the bottom of the window. We found no official case study from the supplier
about Tarte, and the assistant was included with the note "confirmed by the interface".

What was done well. The advice about the foundation stick was based on its description and ingredients,
with an honest note that for very dry skin a matte finish may not be the best choice. To "do you actually
know?" the assistant answered openly: "a reasonable fit, not a guaranteed one".

What could be stronger.
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» Adirect answer to "person or AI?". The window has a label, but one direct sentence settles the
question at once.

« Link the assistant to the policy pages. The free shipping threshold, the 30-day return window, the $5
fee, the refund time and the rule that orders shipped outside the US and Puerto Rico cannot be
returned are published in the FAQ and in the return policy. To these questions the assistant offered to
contact a staff member, although the answers were on the website.

* The VIP15 offer. The offer for new programme members was in the header of every page. When
asked directly about a first-order discount, it is worth mentioning it together with its conditions.

» Handoff to a staff member. In our conversations, before the working day began, the offer to "connect
you with a person" led to a request to leave an email address. If the answer is published on the
website, it is better to give it straight away.
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Appendix B. Handing the conversation over to a staff member

We never bring a live staff member into the chat. If the assistant itself starts a handoff, we record how it

went and end the conversation at that point. We look at four things: did the assistant explain why it was

handing over; did it say what had already been settled; did it name what was still open; can the shopper

see that the conversation was handed over.

Al assistant How often it offered to
contact a staff member

bareMinerals 2 times: questions 6 and
11

Gina (Glamnetic) did not offer; started a
handoff straight away

Laura Mercier 2 times: questions 6 and
11

PAIGE (Paula's never

Choice)

Tarte 6 times: questions 1, 5, 7,
9,10, 11

How the handoff went

the assistant did not start a handoff

started a handoff on its own at question 7. Reason: "l do not have
that return-policy detail". What was settled: not stated. What was
open: the question about returns. The shopper could see: "A
support agent is joining the chat". There was no reply from a staff
member in the conversation

the assistant did not start a handoff

the assistant did not start a handoff

the assistant did not start a handoff; at question 12 it said no staff
were available at the moment and asked for an email address (we
did not leave one)

Offering to contact a staff member is quite reasonable when the assistant does not know the answer.

Our observation is that in most of these cases the answer was published on the saved pages of the same

website.

Appendix C. Evidence and verification

Package Files

Reference, frozen before the 252
conversations

Supplement to the reference, saved after 44
the conversations

Conversations, scripts, logs 190

Qualification of the five participantsand 45
register of the 61 websites checked

Qualification supplement: Gorgias 3
source on Laura Mercier
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SHA-256 of the manifest Time saved (UTC)

5e45ad8de2bcdb3e28e5e241309bfbf0 8 October, 11:16
b8f7e3590bc637407f36fcbb27a61fbf

849adfeabcab70526b89920e97ae758c 8 October, 11:52
be9102c73f3c45e940f32811f8acfa69

e17c3b317cb9a92dbf7c19cladadde6d 8 October, 11:42
e5f99dbbff47c0892105df38e352eal3

bd34ec0f0d89eb32a5c45cb3dc9cleebf 8 October, after
Oelab2e60e40098a622fedb3dcbhf70f the conversations

d0d227287609569e092f79353863e721 8 October, 12:32
00bddf6c80celff3e8a90fe342c98e96
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What is published. This report, the test purchase method and the checksums are publicly available. If a
specific statement in the report is disputed, the materials needed to verify it may be provided on
request: the saved reference page, a screenshot of the assistant's answer and the record of the
conversation. Personal data and sensitive technical information may be excluded.

How to verify. Each manifest is a text file in which every line gives the SHA-256 checksum of a file and its
path. The checksums of the files provided can be compared with the manifest. If any file had changed
after the freeze, its checksum would change, and so would the checksum of the whole manifest.

Versions. This is version 1.0 of 8 October 2026. Confirmed corrections will be published as version 1.1
with a change log, and the original version will be preserved.
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