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in
The Challenge
Over the past two decades 
“public service satisfaction 
levels have plummeted”. 

0



2024

Why 
does it 
matter?

54%
How much complaints 

increase if satisfaction goes 
down by just 10% 

* Source: LGSO / Housing Ombudsman. NB 2023/24 is derived from a 
% increase in those entering formal remit.



Reactive
Effective complaint management
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GovMetric CT

Assures Compliance Assures Data Security Reduces time to close 
complaints

Reduces response 
times

Enables faster 
strategic decisions

Reduces the risk of 
overdue cases

Minimises requests for 
further information

Reduces overall 
complaint costs
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Proactive
Your early warning system
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A holistic approach to customer experience
WE CAN HELP

PROACTIVE 
CITIZEN FEEDBACK

Act on insight to improve 
the customer experience 

and reduce complaints

RESPONSIVE 
COMPLAINTS MANAGEMENT

Learn from complaints 
to improve the customer 
experience

upstream

downstream

+ act as an early warning system

+ improve citizen satisfaction

+ stay compliant

+ reduce risk
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Quantitative Data
Multi-Channel Reports
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Qualitative Data
All commentary 

searchable and can drive 
alerts / actions
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Automation
Realtime alerts
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Edinburgh Council have assigned a dedicated service 
lead responsible for addressing negative feedback. 

For every piece of negative feedback received through 
GovMetric CX, an action is created and proactively 
addressed.

The Result:

Edinburgh
Proactive feedback 
management

3%
CSAT improvement in just 

3 months

~16%
Reduction in complaints



Oh, and one more thing
To coin a Steve Jobs phrase!
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Where we’re going – we don’t need roads 
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Let’s go on a journey
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Paper Telephone Email Case Management Online Forms Progress Tracking ??? ??????

Let’s go on a journey through time
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Prevention

AI Smarts

AI Next Gen
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AI Next Gen

Octavia
The Complaint Agent



Confidential2222

Octavia
The Complaint Agent

Complaint 
Received

Complainants

Triage Agent

Checks if it’s a service request
Checks if it’s a valid complaint
Check if more info is needed
Check if it’s stage 1 or 2

Personalised acknowledgement

It’s a service request

Automated push to

Response
Agent

Investigation output passed
for response generation

Converts the investigation details
Into a full and complete response
Complaints Manager checks the output

Response filed if acceptable

Response pushed to complainant
Reporting

Agent

Prepares all statutory reports
Weekly/Monthly service reports
Self assessments 

It’s a complaint

Automated push to

Investigation 
Monitoring

Agent

Automatically allocates to service area
Confirms/chases to ensure on time
Checks all points of the complaint are 
answered

Service 
Managers

Add notes
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Coming 2025

Octavia
The Complaint Agent

#octavia
#thecomplaintagent
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Thank you
Questions?
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