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Webchat

SMS

Web Forms
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Audit trail 

& reporting

• Receive client communication over any channel
• Deliver automation and AI to reduce costs and human errors
• Provide SMS alerts with phone call follow up and email confirmations

Intelligent

Automation

First 
Escalation

Second 
Escalation

Messaging to Customer 
and Client Teams

Web portal for clients to configure 
on-call and escalation information

Concierge Service

Client On-call/ 
Contact Team
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Simple table to add and remove staff plus change on-call status through a drop-down menu selection
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Customer Experience

Phone Call

24x7 Automated answering service
• Greeting (recorded or TTS)
• Answer info gathering questions
• Key in mobile number 
      (if no CLI or calling from a landline)

Job 
acceptance

Booking 
confirmation

Existing web form
or 
Clear created form 
• Complete form on website
• Click submit
• Pop-up acceptance

Job 
acceptance

Booking 
confirmationWeb Forms
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Automated Chatbot
• Greeting
• Q&A session with bot
• Confirm wish to submit request

Webchat

SMS

WhatsApp

Social

Job 
acceptance

Booking 
confirmation

Customer Experience

Phase 2 – add Chatbot channels
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Phone call
Link to recording 
and job ref no.

Password access 
to play recording

Respond with ref 
no. to accept the job

Job taken 
response to 

slower 
acceptors

Send message to all on-call staff 
that job has been allocated

Web form/Chat
Selected job 
details and
job ref no.

On-call Team

Engineer On-call Experience
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1st Escalation 2nd Escalation

Link to recording 
to all on-call staff

All on-call, 1st and 
2nd Escalation

Selected job details 
to all on-call staff

Alert 
call

Alert 
call

Message sent to all in escalation 
chain once job has been allocated

Call(s) to on-call 
staff alerting 
them to an SMS

Escalation Experience
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Search confirmation email or SMS records.  Also access Web Server logs if Clear web form

Reporting Experience
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Check response table for acceptance/last action. Search email and SMS response

Reporting Experience
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AI Automated 
Response

Escalate 
to staff

Enable client communication over any channel
Deliver automation and AI to reduce costs and errors
Provide clients with 24x7 access to improve Csat and revenues

Message ooh 
conversations for 
in-hours response

Client Self 
Service

Intelligent Automation

Intelligent

Automation

Email

Web portal for clients to provide Q&A 
configuration and escalation path
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