
In today's fast-paced world, 
customers expect quick 
resolutions to their queries 
and complaints. Traditional 
ticketing systems that rely 
on methods like phone calls, 
emails, and SMS can lead to 
customer dissatisfaction 
and negatively impact Net 
Promoter Scores (NPS). 

Case
Accelerating Customer
Happiness: Mastering Swift
Issue Resolution Techniques
through Csmart Case 



To tackle this challenge, the Csmart Case product introduces Generative AI interventions designed 
to enhance issue resolution and elevate customer service. This innovative approach not only accelerates 
problem-solving but also anticipates potential issues before they arise or are reported. It goes beyond 
conventional ticketing systems by offering a variety of modern complaint channels, seamlessly 
integrating with Call Center Systems (IVR), social media, Email and even WhatsApp to ensure that 
customers can communicate on their preferred platform, showcasing a commitment to omni-channel 
integration. 

Csmart Case also provides versatility in ticketing workflows, supporting different ticket categories 
and allowing for customized workflows. This flexibility extends to the ability to define auto-assignment 
rules, such as Round Robin or assigning tickets to the least busy agent. Additionally, it maintains a 
comprehensive knowledge base with case details and resolutions for each ticket, facilitating rapid 
ticket resolution. 

Recognizing the importance of user productivity, the solution includes a reporting and dashboard 
tool that offers actionable insights. Users can access real-time data on assigned, addressed, unassigned, 
closed, and reopened tickets, helping enhance overall productivity. 

Knowledge
Management

Utilize a robust knowledge 
management system to 

provide support teams with 
a repository of solutions 

and best practices. 

SLA
Management

Enforce SLAs to maintain 
commitments for response 

and resolution times. 

Escalation
Matrix

Implement a structured 
escalation matrix to route 

critical concerns to the 
relevant personnel promptly.

Ticket
Auto-Assignment

Automate ticket distribution 
to appropriate team 

members based on their 
expertise for efficient 

handling.

Automated Assignment 
Management

Streamline resource 
allocation by automating 
task assignments based 

on agent skills and 
workloads. 

Dashboard
and Reporting

Access comprehensive 
dashboards and real-time 

reporting tools for insights 
into support team 

performance.

Distinguishing Features



Elevate your customer support with Csmart Case today! Get in touch for 
Demo to explore how our innovative features can revolutionize your 
customer service landscape. Your customers deserve the best – give them 
the efficiency and responsiveness they expect. 

Enhanced
Efficiency

Streamline issue resolution, 
reducing waiting times and 
boosting customer 
satisfaction. 

Higher NPS
Scores

Improve Net Promoter Scores 
by promptly addressing 
customer queries and 
complaints.

Optimized Resource 
Allocation

Intelligently distribute tickets 
with auto-assignment, 
ensuring efficient task 
handling.

Timely
Escalation

Ensure issues reach the right 
personnel swiftly through the 
escalation matrix.

Seamless
Experience

Elevate customer support 
quality for higher customer 
retention and loyalty.

Business Benefits
Amplified



Contact Us

reachus@covalensedigital.com www.csmart.digital 

Scan to explore our offerings


