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Customer problem resolution demonstrator
Return Merchandising Authorization (RMA) process

Solution

» The RMA process is a key customer-facing business process that requires Customer issue Issue Quick fix (repair,
fast and customer-oriented problem resolution understanding diagnosis replacement)

Our solution interconnects multiple Al use cases using the string-of-pearls Learned
approach

12+ connected Al use cases showcase state-of-the-art Al technology

KPI
. . tracking
(e.g. multi-agent-framework, RAG, self-learning process) Root cause Internal corrective
analysis actions

Deloitte Demonstrator Built on aws

Excerpt of realized macro ﬁ

use cases: Efficiency Process lead

Lessons

|

P R

increase time reduction
1. 360° customer, product & issue view
2. Short term diagnosis & actions
3. Agent-based root cause analysis
4. Predictive quality
Increased Reduction
customer satisfaction of reoccurring issues

Details on the next page
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Deloitte Demonstrator
Selected impressions

Initial situation:
Customer problem with

a product - requires fast
and sustainable resolution

Prediction of customer
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360° Customer View Dashboard

Customer Information

Customer Sentiment
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lifetime value

Customer sentiment

Problematic Model: AX-500
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Excavator Health Overview

Problem Classification & Key Elements from Email
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Issue summarization and
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classification

Selection of Al agents to
perform the analysis

Access to problem
identification methods
e.g. 5-why

Access to internal data-
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Sensor Data
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Extract

Problem diagnosis and
resolution identification
using multi-channel data
input (service manual,
lessons learned, guidelines,
decision trees)

Internal Diagnostic Report - AX-500 Autonomous Navigation System Issue

1. Context & Source Analysis
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Identification of
neighboring problems
caused by the initial issue

2. Primary Issue Identification
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Root Cause Analysis

> Agent Profiles

bases e.g. manufacturing
issues and lessons learned

Assessment of root cause

Support of tailored
customer reply including
suggestion of
compensation measures

Prediction map
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Intelligent search for similar
historical issues in the
internal database to enable
model training

Customer list
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Comparison of different
model performances and
deployment of selected
model

Stop repeating the same problem through
problem root cause identification

Prediction of potential
future issues for proactive
customer support

Micro use case
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