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C LAYER 1 - BUSINESS OBJECTIVES h
Business objectives
Detect journey leakage Recover at-risk opportunities Escalate critical cases Track resolution outcomes
Revenue risk identification Al-driven recovery actions Human-in-the-loop routing Closed-loop state sync
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( LAYER 2 - OPPORTUNITY INTAKE LAYER h
Custom revenue opportunity intake portal
Structured capture UX layer Client-side checks Budget - Timeline - Source Computed at intake - passed to Al
HTML form CSS interface JS validation Priority signals Priority scoring logic
INTEGRATION LAYER
Webhook endpoint - Datavalidation - Payload routing
External data ingestion boundary — normalises and routes all intake submissions
SCENARIO 0 - CUSTOMER JOURNEY INTAKE ENGINE
issi eceived - Validate data - Lifecycle initialisation
New lead — Create journey record
Submission Duplicate Upsert
received check > decision
Existing lead — Update journey record UPSERT LOGIC
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f LAYER 3 - OPERATIONAL SYSTEM OF RECORD h
Operational data foundation
Master lifecycle record - Central operational entity - System of record
Customer journey records
Leakage events Recovery actions Escalation records Outcome records
Written by Scenario 1 Written by Scenario 3 Written by Scenario 4 Written by Scenario 5B
v
CUSTOMER LIFECYCLE JOURNEY - STAGES MONITORED FOR LEAKAGE
Customer lifecycle stages
New lead H Qualification H Consultation Proposal Onboarding Engagement
v
LAYER 4 - SCENARIO 1
Leakage detection engine
Monitor lifecycle stages for revenue leakage conditions
Lead not responding Consultation stalled Proposal ignored Onboarding delayed Engagement dropped
No contact reply No next step set No response x N days Task overdue Activity score fall
~ Leakage Event - Leakage Event — Leakage Event - Leakage Event - Leakage Event
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{f LAYER 5 — SCENARIO 2 - % INTELLIGENCE CORE \\|
I Al decision intelligence engine 1
1
: [ STRUCTURED DECISION OUTPUT J |
1 Leakage context retrieval ’ 1
1 Sl Al Nl FOUE ‘ -—- —[ Leakage classification ] 1
1 Estimated budget v 1
! Implementation timeline . . . !
| Lifecycle analysis o { Priority level J !
| Lead source |
I v I
I [ Confidence assessment ]7 - 7( Recovery strategy 1 |



System Reference Card - Al Customer Journey Operations & Recovery System

Layerindex - Scenariomap - Architecturedecisions

L1 L2 . L3
Business Objectives Intake Portal + Integration Operational Data Foundation
» Detect journey leakage e Custom HTML form + CSS + JS validation o Customer journey records = master entity
¢ Recover at-risk opps ¢ Priority signals captured at intake » Leakage events (Scenario 1)
o Escalate critical cases ¢ Integration layer: webhook + routing * Recovery actions (Scenario 3)
¢ Track resolution outcomes e Scenario 0: intake engine + upsert logic e Escalation records (Scenario 4)
» QOutcome records (Scenario 5B)
L4 . . L5* L. . L6 .
Leakage Detection Engine - S1 Al Decision Intelligence - S2 Recovery Execution - S3
¢ Lead not responding ¢ Priority scoring inputs feed here o Strategy assignment (Al-selected)
e Consultation stalled « Context retrieval - lifecycle analysis » Recovery action creation
¢ Proposal ignored + Confidence assessment — strategy e Attempt tracking per journey
e Onboarding delayed ¢ Recovery vs escalation decision o Status monitoring — Writes Recovery Actions
e Engagement dropped — Writes Leakage Events o Structured output:
« classification, priority, strategy, confidence, flag
L7 . L8 L L9 ]
Escalation Management - S4 Human Notification - S5A Outcome Evaluation - S5B
o Escalation record creation ¢ Human-in-the-loop process - Email generation (Al-drafted) o States: Recovered / Escalated / Max
o Al-drafted brief » Stakeholder notification » QOutcome classification
 Priority + ownership assignment - - Writes Escalation Records » Communication log created » Resolution determination - Writes Outcome Records
L10 L11 .
Closed-Loop Feedback System Lifecycle State Management
. ¢ Active journey — Recovery in progress
¢ Qutcome — CJR (spine, strong arrow)
+ — Leakage events (closed flag)
* — Recovery actions (resolved) e Escalated - Recovered — Closed
o — Escalation records (owner closed)
e Dashed return confirms state sync « All states write to CJR
e Terminal: Closed (max attempts / exit)
Primary flow: Intake Portal _Integration Layer _ S0 Intake Engine _Journey Records _S1 Detection _Leakage Events _ S2 Al Decision _S3 Recovery / S4 Escalation _ S5A Notification _ S5B Outcome Eval _ Closed-Loop Sync _ Lifecycle States
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