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Companies often have to treat a large

number of messages and complaints coming from their
customers. Software solutions that automatically
analyse the incoming messages, classify them by topic
and extract relevant information are thus helpful.

Customers can send complaint messages to the
platform either directly or via a chatbot. A new
complaint message is analysed by several machine-
learning and rule-based classifiers and extractors. Based
on the results, several rules fire to suggest answer
building blocks. A platform user can then view the
suggested answer blocks, select them or edit them to
compose the final answer text and send the answer
back to the customer or trigger further actions (such as
sending a voucher).

Querimonia is currently a working prototype. Future
improvements include:
More easily configurable extractors and classifiers
Integration with external databases to generate
context-aware answer messages
Further automation of answer generation
Integration with more communication channels
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Semi-automated answer generation in Querimonia,
our complaint management platform

An example rule to select response block elements based on
extracted information and classification results
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Architecture of the Querimonia platform
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