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THE INNOVATION REPORT

 IDENTIFY & REMEDIATE DEGRADING CUSTOMER
RELATIONSHIPS WITH TCOC

 

R E A L  W O R L D  E X A M P L E S  O N  H O W  W E ’ V E  L E V E R A G E D  
T C  O V E R S I G H T  C O N T R O L S  T O  S O L V E  I S S U E S  A T  A  C L I E N T  

 



In this month’s Innovation Report, Technically Creative helped our

client identify and remediate degrading customer relationships

with TC Oversight Controls. In the industry, a financial firm can be

bombarded with an overwhelming number of customer complaints

through multiple different channels. These complaints were not

only coming through the company’s complaint system, but also

e-mail, text messages, public forums, news sites and, of course,

social media. 

Given that a customer complaining can be presented in so many

ways (all those various channels and languages), the task is to

identify and act on them fast before brand damage, loss of a

client, or, in some cases, loss of several clients occurs. 

Our client’s target was to quickly identify, bring to attention,

and resolve any incidents where a customer is unhappy with

something related to their accounts or any information made

public that could cause brand damage.

TC’s client is a customer-facing department of a major financial

firm. 

FEATURED CLIENT

TARGET
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Our client worked within a division of the

firm that manages a customer satisfaction

portfolio. They communicated to TC that

their main goal was to prevent brand

damage and client loss. There are multiple

pieces that come into play when it comes

to a customer making a valid complaint,

and several that don’t fall into the process

to report an issue. 

The process started off with two separate

incidents that were later discovered and

mapped out to figure out what happened.

The first incident was a customer who

became frustrated with a client

representative’s handling of their account.

A transaction was not completed in

accordance with the request, and the

client felt they lost money because of it.

Heated e-mails were exchanged between

the client representative and the customer

over the course of several days, and it was

never passed into the complaint system.

The second incident was a public post on

a forum that harshly criticized the

company over several incidents of

mishandled accounts, which ended up

getting picked up by a news organization

for an article.
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The client was having issues identifying a

degrading customer relationship before it

ended in either client loss or brand

damage due to limited visibility. 

Social/public forums were not monitored

for this kind of activity, nor did they have

methods to do so in their current

supervision platform. In addition, the firm

did not have a method to monitor

social/public activity in any manner for

supervision.
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Technically Creative solved this issue by putting together a

comprehensive collection process to identify content in every

channel that would be deemed related to both clients or the

firm’s brand.

This process included collecting e-mail communications, instant

messages, SMS, Teams/Skype communications, client portal

activity, account actions (open/close/suspend), social media,

forums, and public channels. Leveraging several NLP technologies,

TC was able to identify various content in those channels and

accurately determine if there was a risk of client loss or a degrading

client relationship. 

We managed to build out storylines that connected not only e-mails

to text messages with identity, but also find public social posts and

tie them to the customer, as well as the client representative they

were not happy about (via online forum rant about the company). 

With all this data, TC was able to then take an identified incident

and send it on to the supervision platform for review as a single

package containing the communications and links to the originals

(when available). In addition, suspected customer complaints were

logged into the complaints system for review by the customer care

department.

THE TECHNICALLY CREATIVE
SOLUTION
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This resulted in improved customer relationships in several cases

(representative failures identified and not reported) and several

public positive reviews, as the perception of proactive incident

handling was well received by the firm’s clients. Utilizing these

processes, the client was able to prevent brand damage and, in

turn, improved overall company view by prospective customers.

TC’s design/platform setup focused on proactively identifying a

customer issue before it escalated and identifying public

incidents, allowing the firm to rectify issues quickly. 

BENEFITS & RESULTS
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This process gave the client a

quick and effective way to

identify issues that could cause

brand damage and client loss,

as well as identities to track

down and fix it before having a

negative effect on the business.



The complete list of products and services used in this

Innovation Report includes TC Oversight Controls (TCOC) and

TC's expert support services to help our client identify and

remediate degrading customer relationships.

Leading from the frontline of change and growth! A set of fast

and flexible micro services that compliment your surveillance,

compliance, discovery, or DLP process and work with existing

business functions and systems.  An integrated approach to

data. Reduce risks, costs, duplication of effort, and provide for

greater efficiency.

 

Technically Creative, Inc. is providing Trusted Data Solutions

for World Class Enterprise.  Bringing to the table a vast and

unique collection of knowledge and skills. We're known for our

product innovation, as well as our  industry, regulatory, data,

and systems knowledge. 

PRODUCTS AND SERVICES

Technically Creative, Inc.

845.725.7883

GetInfo@TechnicallyCreative.com

www.TechnicallyCreative.com
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For more information about Technically Creative's

professional services, visit our website or contact us at:
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