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System Reference Card – AI Customer Journey Operations & Recovery System
 

Primary flow:
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Business Objectives

Escalation Management · S4

Closed-Loop Feedback System

Leakage Detection Engine · S1

Human Notification · S5A

Intake Portal + Integration

AI Decision Intelligence · S2

Lifecycle State Management

Recovery Execution · S3

Outcome Evaluation · S5B

Operational Data Foundation

Lead not responding
Consultation stalled
Proposal ignored
Onboarding delayed
Engagement dropped → Writes Leakage Events

Detect journey leakage
Recover at-risk opps
Escalate critical cases
Track resolution outcomes

Escalation record creation
AI-drafted brief
Priority + ownership assignment · → Writes Escalation Records

Outcome → CJR (spine, strong arrow) 
→ Leakage events (closed flag)
→ Recovery actions (resolved)
→ Escalation records (owner closed)
Dashed return confirms state sync

Human-in-the-loop process · Email generation (AI-drafted)
Stakeholder notification
Communication log created

Priority scoring inputs feed here
Context retrieval → lifecycle analysis 
Confidence assessment → strategy
Recovery vs escalation decision
Structured output: 
classification, priority, strategy, confidence, flag

· 

All states write to CJR
Terminal: Closed (max attempts / exit)

Custom HTML form + CSS + JS validation
Priority signals captured at intake
Integration layer: webhook + routing
Scenario 0: intake engine + upsert logic

Strategy assignment (AI-selected)
Recovery action creation
Attempt tracking per journey
Status monitoring → Writes Recovery Actions

States: Recovered / Escalated / Max
Outcome classification
Resolution determination → Writes Outcome Records

Customer journey records = master entity 
Leakage events (Scenario 1)
Recovery actions (Scenario 3)
Escalation records (Scenario 4)
Outcome records (Scenario 5B)

Active journey Recovery in progress→

★

Escalated Recovered → Closed→
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