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Complaint Management
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Generative Al

Complaint summarization report containing all key information and
classification for each incoming case will be generated instantly as
soon as the complaint is received

Generate suggested responses based on case details to speed up the
response time

Enhance operational efficiency by implementing case routing to
ensure prompt handling by the appropriate departments

Hugely reduce the manpower and time used in the entire process
which greatly improve the responding time

Solution can be implemented with a fast turnaround as there is no
need of building from scratch with Generative Al models



Complaint Management
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2.

Summarization &
Classification

Perform summarization and
classification by the Al model
with minimal human
interventions
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Routing

Direct relevant information to
the right people for accurate

and swift processing 4. Reporting & Analysis

Visualize trends, generate
automated reports and
reveal insights from large
datasets

)

Auto-generate recommended
contents based on the
conversational context

3.  Auto-generated
Recommendations
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Content Summarize & Classify

Context

Dear ABC,

I am writing to follow up on the air conditioner issue that has been reported
since last month. Despite our initial communication, the issue remains
unresolved and | have been unable to use the air conditioner for weeks
Now.

As a tenant, it is my right to have a livable and comfortable living space. It
is unacceptable that the air conditioner has not been repaired yet, Generated Results
especially with summer fast approaching. | have tried to be patient and
understanding, but | am now at a point where | must insist that you take

! nd Category
immediate action to resolve this issue.

Complaint
If the air conditioner is not fixed within the next week, | will have no choice Priority
but to take alternative measures to keep my apartment livable. In such a ® Hiah
case, | will have to deduct the cost of any repairs or eguipment | have to 9
purchase from my rent payment.

Keywords

air conditioner livable,alternative measures,rent payment
| hope that we can work together to find a solution to this problem as soon
as possible. Please let me know what steps you plan to take to address Summary

this issue.
Vincent Shek is writing to follow up on the air conditioner issue that has been reported since last

month and insists that the issue should be resolved within the next week or he will have to deduct
Thank you for your attention to this matter. the cost of any repairs or equipment he has to purchase from his rent payment.

Best Regards,

Vincent Shek

Project Manager | KBQuest
Direct: XXX
Mobile: XXX

Facebook | Linkedin | YouTube




Case Routing

Suggested Follow-Up Person

Vincent Leung (Engineer, Repair Department)

Suggested Internal Email Reply Switch to External Email Reply
To

repair@kbquest.com

cC

MN/A

Subject

Air Conditioner Issue Follow Up

Reply
Dear Vincent Leung,

We are writing to follow up on the air conditioner issue that has been reported since last
month. Despite initial communication, the issue remains unresclved and the customer has
been unable to use the air conditioner for weeks. The customer is insisting that the issue
be resolved immediately and is threatening to deduct the cost of any repairs or equipment
from his rent payment if the air conditioner is not fixed within the next week. We request
that you take immediate action to address the air conditioner issue and provide a clear
plan of action to resolve the issue. We expect a response within the next week.

Regards,

Customer Service

frrrrrenne

Resolve




Auto-generated Recommendations

Suggested External Email Reply Switch to Internal Email Reply

To

Customer

CC

N/A

Subject

He: About the air conditioner issue on Island Resort

Reply
Dear Vincent Shek,

Thank you for your email regarding the air conditioner issue. We understand that it is your right to have a
livable and comfortable living space. We apologize for the inconvenience caused by the air conditioner issue.

We are taking immediate action to resolve this issue. We have assigned the Customer Service Manager, Kit
Kung and Leo Lai from the Customer Service Department to look into this issue and resolve it as soon as

possible. We will contact you within the next week to provide an update on the progress.

We appreciate your patience and understanding. If you have any further guestions, please do not hesitate to
contact us.

Regards,
Customer Service

AL R T T
Resolve
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