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Workflow Stage
Customer Complaints
Impact on Efficiency & Customer Satisfaction

(@ Inquiry Intake
(Phone, Chat, Email, Portal Entry)

« “| waited on hold for over 30 minutes before speaking to a representative.”
* “The automated system is frustrating and makes it difficult to reach a human agent.”
* “The support portal is confusing and hard to navigate.”

* High call abandonment rates

* Increased repeat contact attempts

» Immediate frustration before service even begins
 Higher workload due to failed self-service



(@ Ticket Logging & System Access

(Account lookup, case creation)

» “The support team didn't have access to my account information and couldn't assist me.”
* “| was asked to provide unnecessary personal information during the support call.”
* “The agent didn't have access to my previous support interactions.”

 Longer handle times due to repeated verification
* Reduced trust in company competence
* Increased operational inefficiency from fragmented systems



(3)Assignment & Routing
(Transfers, department routing)

« “After explaining my issue, | was transferred multiple times and had to repeat myself each time.”
* “| was transferred to the wrong department and had to call back.”
* “| had to provide the same information multiple times during the same interaction.”

* Increased average handling time

* Lower first-contact resolution rate

» Customer frustration from repetition

» Higher cost per ticket due to multiple touchpoints



(4 Initial Interaction & Communication
(Tone, empathy, expectation setting)

* “The support team's response was scripted and lacked empathy.”
* “The representative didn't listen to my concerns and interrupted me frequently.”
* “| was promised a resolution within 24 hours, but it's been several days with no update.”

» Decreased satisfaction scores (CSAT)

* Increased follow-ups due to unclear expectations
« Lack of customer trust

« Higher likelihood of complaints escalating



(3 Investigation & Resolution
(Troubleshooting, product knowledge)

* “The agent lacked knowledge about the product and couldn't answer my questions.”
* “The troubleshooting steps provided were irrelevant to my issue.”
* “| received conflicting information from different representatives.”

* Low first-call resolution

» Repeat contacts and rework

* Increased training costs

* Reduced brand credibility and expertise perception



(6 Escalation
(When frontline cannot resolve)

* “The agent didn't have the authority to resolve my issue and had to escalate it.”
* “The callback | was promised never happened.”
* “The agent couldn't provide a timeline for when my issue would be resolved.”

 Longer resolution cycle times

* Increased backlog in higher-tier teams
» Customers feel ignored or deprioritized
* Higher churn risk for complex cases



(Z Closure & Follow-Up
(Resolution confirmation, updates)

* “The support team closed my ticket without resolving the issue.”
* “| was given a case number but no information on what to do next.”
* “The agent didn't follow through on their promise to update me on the issue.”

* Reopened tickets increase workload

 Lower trust and loyalty

» Negative reviews and word-of-mouth impact

 Survey scores decline due to unresolved dissatisfaction



5. Routing Engine Interception Al Checkpoint

Al integration opportunities

1. Ticket Submission

. . Al Used: Routing Al / rules engine + predictive
Updated Workflow with Al mode
. Al Integration: None at this
step. ° Function:
. Purpose: Collects ticket 3. Al Analysis Primary Al Checkpoint o Suggests final ticket routing path
from customer
(portal/email/chat). Al has . Al Used: NLP / Machine Learning model (e.g., OpenAl GPT, o Combines Al recommendation with
no role here. BERT-based classifier) business rules
Y Rencton o Optional human-in-the-loop for tickets
o Interprets ticket content to detect intent and urgency with low confidence
o Extracts key entities, topics, or keywords
o Prepares the ticket for routing by understanding the

6. Ticket Assignment
actual request

. Al Integration: Minimal Al (optional)
. Purpose: Assigns the ticket to the selected agent/team
. Optional Al: Could auto-balance workload using predictive

4. Decision Logic Check Al Checkpoint T EVEIEL

2. Initial Categorization

. Al Used: Decision support Al / pattern-matching model

* Al Integration: (Al-Powered Ticketing) 7. Resolution & Feedback Loop Al Checkpoint
. Function:

. Purpose: Basic metadata extraction like

ticket priority, department, and type. S . . . Al Used: Monitoring Al / continuous learning model

SIS CEEITIEG Cl g o Cross-references historical ticket data to find 9 9
. Optional Al: Could use simple rule-based similar cases A Function:

parsing or text classification to auto-tag ticket

categories. - Suggests optimal routing based on prior o Tracks resolution metrics, ticket accuracy, and

outcomes . , )
imin.
o Provides confidence score; flags tickets for
9 o Updates Al models with feedback for retraining

human review if uncertain . e
and improved predictions



@ Al Automated integration

(Chatbot + Al IVR)
(Al-Powered Ticketing)

(Skill-Based Routing Engine)

@ 1. Al Intake Layer

(Chatbot + Al IVR)
Al Handles:

e Answers FAQs
° Collects issue details
° Authenticates customer

e  Creates ticket automatically

@ Human-Driven

e  Complex or emotional
cases

= |mprovement: Eliminates long
hold times

@ 2. Al Ticket
Enrichment

(Al-Powered Ticketing)
Al Handles:

e  Auto-categorization
e  Sentiment analysis
e  Priority scoring

e  Pulls customer history

@ Human-Driven

e  Reviews high-risk tickets

= |mprovement: Reduces
misrouting & manual logging




@ 3. Al Auto-Assignment

(Skill-Based Routing Engine)
Al Handles:

Routes based on expertise
e  Balances workload

e Detects urgent cases

@ Human-Driven

e  Overrides special cases

= |mprovement: Removes
supervisor bottleneck

@ 4. Al-Assisted Response
Al Handles:

Draft response suggestions

e Knowledge base
recommendations

@ Human-Driven

e  Personalized response

e  Provides empathy

= |mprovement: Faster, more
consistent responses

@ 5. Real-Time Al
Support

Al Handles:

Live sentiment monitoring

e  Suggests de-escalation
language

Flags SLA risk

@ Human-Driven

e Adjust tone

Make judgment decisions

= |mprovement: Prevents
escalations




@ 6. Human Resolution
Human Handles:

e  Complex troubleshooting
e  Policy exceptions

Final approval

@ Al + Human Collaboration

e  Case history

e  Suggested solutions

= |Improvement: Higher first-contact
resolution

@ 7. Automated Follow-Up

Al Handles:

e  Proactive status updates
e SLAreminders
e  Survey distribution

e Feedback analysis

@ Human-Driven

e Reviews insights

e  Process improvement
decisions

= |[mprovement: No missed
callbacks




Al Methodology — Proof of Logic

The Al system works like a smart assistant that helps handle
customer tickets. First, it collects information from all kinds of
sources, like ticket logs, emails, chat messages, and CRM data.
Some of this information is neat and organized, like forms, while
other parts are just free text that needs extra understanding. Next,
it cleans up the data by removing duplicates, irrelevant stuff, and
formatting everything consistently. Sensitive information is also
hidden to protect privacy.

Then comes the Al analysis part. Here, the system reads and
understands the ticket to figure out what the customer wants and
how urgent it is. It looks at past tickets to see similar cases, and it
suggests the best team or person to handle it. If the system isn’t
confident about its suggestion, it flags the ticket for a human to
check.

After that, the Al combines all this information to make a final
recommendation on how the ticket should be routed. It uses both
patterns it has learned and business rules to make sure the
suggestion makes sense. Finally, the system learns from
experience: it keeps track of what happens after each ticket is
resolved and uses that feedback to get smarter over time,
improving accuracy and speed.

Potential Risks

High Implementation Cost — Setting up Al takes money and
resources; can start small to control costs.

Al Mistakes / Misrouting — Al might misclassify tickets or
suggest wrong responses; humans double-check important
cases.

Over Reliance on Al — Staff could depend too much on Al; keep
humans in control for complex situations.

Integration / Downtime Issues — Al may fail or conflict with
existing systems; have backup plans ready.

Data Privacy & Compliance — Al handles customer data; make
sure it's secure and follows regulations.

Goal: Reduce wait times, misrouting, and manual work while keeping
humans in charge for tricky cases and empathy.



Current State vs. Al-Integrated Support Model Comparison

In the current model, customer inquiries are manually logged by a CSR, reviewed by a supervisor, and
assigned based on human judgment of workload and expertise. Acknowledgments, categorization,
prioritization, and escalation decisions rely heavily on manual effort. This creates bottlenecks, longer wait
times, higher abandonment rates, inconsistent routing, and reactive problem-solving. Supervisors act as
the primary traffic controllers, and CSRs must research, draft, and manage cases with limited automation
support.

In the Al-integrated model, the ) Al Intake Layer eliminates long hold times by instantly answering
FAQs, authenticating customers, and creating tickets automatically. ) Al Ticket Enrichment reduces
misrouting by auto-categorizing issues, analyzing sentiment, scoring priority, and attaching customer
history before a human ever touches the case. ) The Skill-Based Routing Engine removes supervisor
bottlenecks by intelligently balancing workload and routing based on expertise, with human override only
when needed. Al-Assisted Response and Real-Time Al Support enhance human performance
by drafting responses, monitoring sentiment, suggesting de-escalation language, and flagging SLA
risks—while humans provide empathy, tone adjustment, and final judgment. Human Resolution
remains essential for complex troubleshooting and policy exceptions, but is strengthened by Al insights.
Finally, ) Automated Follow-Up ensures proactive updates, SLA reminders, and feedback analysis so
no customer is left waiting.



Conclusion

Overall, the Al-integrated support model transforms customer service from a manual,
supervisor-dependent, reactive system into a streamlined, intelligent, and proactive
experience where automation handles repetitive tasks, humans focus on empathy and
complex problem-solving, and Al-human collaboration drives faster resolutions,
balanced workloads, reduced escalations, improved customer satisfaction, and
stronger operational efficiency—creating a scalable support ecosystem built for both
performance and personalization.



