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Beyond Al Search:

When complexity overwhelms Al search, , WP
only Resolution Intelligence delivers. R Machine randomly

shuts down after reboot.

No results found.
Please rephrase your question.




An Introduction:

Stop Searching
& Start Resolving
Issues at Scale

Organizations implementing Resolution Intelligence report:

00/ Faster

0 Resolutions

5()/ First-time Fix
0 Improvement

4% Icr:iigase

Executive Summary:
The Resolution Intelligence Imperative

63% of service leaders report that high-complexity,
high-impact issues remain their top priority for Al
investment (Neuron7 Survey of 102 service leaders),
but here’s the reality: most Al tools were built for
yesterday’s problems. They're great at surfacing
static information but when your customer’s issue
spans three systems, two vendors, and a mountain
of tribal knowledge, the wheels fall off.

Thereason is clear: traditional Al tools like
Enterprise Search or Knowledge Bases deliver
high degrees of accuracy on simple issues but
plummet when complexity increases—precisely
where your most valuable customers and costliest
problems reside.

This isn't just about technology—it's about
competitive advantage. When your Al fails on
complex issues, customers question your overall
technical competence, a perception that extends to
their confidence in your core products and services.

Compounding the challenge customer sentiment
presents another hurdle: 64% of customers would
prefer companies not use Al in customer service,
with 53% considering switching to competitors if
they discover Al is being used.

The impactis clear. Organizations implementing
Resolution Intelligence report 40% faster
resolutions, 25% improvement in first-time fix, and
14% increase in CSAT, an ideal balance of customer
experience and operational efficiency.

In this guide you'll walk away with:

* A clear sense of where your Al investments
should go (hint: where the pain is greatest)

* A data-driven framework for prioritizing Al
investments based on complexity and business
impact

* A playbook for implementing Al built on smart
guided workflows, not on guesswork

- Real-world case studies demonstrating
measurable ROl within weeks of deployment




The Complexity Cliff—
Where Al Search Falls
& Efficiency Disappears

Issue Frequency

Case Deflection
via Chatbots or
Self-service

Resolution
Intelligence

Publish Escalation
FAQs & Simple & Case
Automation Swarming

Issue Complexity

Enterprise service organizations operate in a
fundamentally different environment than
consumer-focused companies. When a medical
device malfunctions in a hospital, when an asset
experiences intermittent failures, or when a complex
telecommunications platform shows irregular
behavior, the stakes extend far beyond customer
satisfaction—they impact business continuity,
regulatory compliance, and brand reputation.

Yet despite this complexity, most service
organizations are deploying Al tools designed for
simple information retrieval. The resultis a
dangerous gap between Al capability and business
reality—what we call the "Complexity Cliff."

 Simple issues (password resets, basic FAQs):
High Al accuracy

* Complexissues (multi-system failures, diagnostic
workflows): Plummeting Al accuracy

* Escalation rates increase 5X at the
complexity threshold

» Customer impact scales exponentially with
iIssue complexity

This cliff isn't just a technical limitation—it's a
strategic vulnerability. When your most critical
customers encounter your least effective human-
assisted Al, the damage extends far beyond a single
service interaction.

Revenue Impact: Complex issues typically involve
your highest-value customers and most strategic
accounts. When these interactions require multiple
escalations or result in prolonged resolution times,
the financial impact compounds beyond the
immediate service cost.

Operational Inefficiency: One Neuron7 customer
estimated their teams spend an average of 400,000+
minutes annually on dead-end searches for complex
issues. This represents not just wasted time but
missed opportunities for strategic customer
engagement.

Competitive Vulnerability: 64% of enterprise
customers express concerns about Al quality in
service interactions. When your Al fails on complex
Issues, customers question your overall technical
competence.

Pro Tip:
Start with an issue that annoys
your agents and customers. Pair

that with where your best data
lives—and you've found
your Al launchpad




Resolution Intelligence
vs. Al Search — A Strategic

Comparison

Understanding the
Fundamental Difference

The distinction between Al search &
knowledge bases and Resolution
Intelligence isn't merely technical—it's
strategic. Al search optimizes for
information retrieval; Resolution
Intelligence optimizes for problem
resolution. This difference becomes critical
when addressing the complex, multi-
layered issues that define enterprise
service environments.

The Resolution
Intelligence Advantage

Dynamic Knowledge Capture: Unlike
static knowledge bases that require manual
maintenance, Resolution Intelligence
automatically captures successful
resolution patterns from SME interactions,
case notes, and diagnostic workflows. This
creates a continuously evolving system that
improves with every resolved case.

Guided Diagnostic Workflows: Instead of
returning search results, Resolution
Intelligence delivers step-by-step guidance
through complex diagnostic processes.
Each step builds on previous findings,
adapting the workflow based on
discovered information—transforming
service interactions from "search and
guess" to "diagnose and resolve.”

Capability

Data
Sources

Problem
Approach

Learning
Model

Accuracy

Implementation

Al Search & Knowledge

Static knowledge bases,
basic case data

Keyword matching -
article retrieval

Manual knowledge
base updates

Low on complex issues

Months to show value

Resolution Intelligence

400+ dynamic sources:
loT data, SME communications,

tribal knowledge, real-time
context

Diagnostic workflows
guided resolution

Continuous learning
from resolved cases

90%+ across all
complexity levels

Measurable outcomes
in weeks




Traditional Al search flow:
Keyword -
Multiple articles >
Dead end >
Escalation.

Resolution Intelligence flow:
Customer intent >
Contextual understanding -
Guided steps -
Resolution.
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The Hidden Cost of Parts Wastage

The "Replace First, Ask Later" Trap Historical Amnesia: Al search tools can't connect today's
problem to yesterday's solution. Let's say your team resolved 47
cases of "printer jamming" last month by adjusting feed rollers—
not replacing them. Generic Al won't remember that

Let's talk about a dirty little secret in service organizations:
unnecessary parts replacement. You know the drill—a technician
shows up, swaps out a $2,000 circuit board because the machine

is overheating, only to later discover the real issue was a loose Resolution Intelligence Solution:

cable or a software glitch. Diagnostic-First Approach

Enterprise service organizations face a costly reality: 35% of One medical device manufacturer transformed their service
replaced parts are perfectly functional (need source?). This economics by implementing Resolution Intelligence with
isn't just about inventory management—it represents a diagnostic-first protocols:

fundamental failure of diagnostic intelligence that costs
organizations millions annually while creating unnecessary
customer downtime.

Before Resolution After Resolution
Why Parts Wastage Occurs Intelligence: Intelligence:
Speed-Over-Accuracy Pressure: When SLAs create time 31% of issues 44% of issues
pressure, replacing a component often seems faster than resolved without parts resolved without parts
conducting thorough diagnostics. However, this approach replacement replacement
jcyplcallyn.wc;[reases total resolution time when the underlying Average Parts Cost per Average Costs Per Work
15SUE PEISISES. Work Order: $806 Order: $615

Symptom-Based Bias: Traditional Al search responds to
symptoms ("device overheating") with the most common
resolution ("replace thermal component") rather than guiding
systematic diagnosis that might reveal a software configuration
issue or environmental factors.

The bottom line: Parts wastage isn't just a supply chain
problem—it's a knowledge problem. When your team has the
right guidance, they stop guessing and start solving.




Map Your Resolution Source of Truth
Exercise: Complete this mapping for your top 10 recent complex cases

Knowledge IoT/ Region/

loT device pairing

Mapping Your
Resolutions-
Where Does
Your 'Source of
Truth' Reside? -

Analysis Questions:

Firmware update v v

[Your Issue 1]

o Why Al Search Struggles with Diagnostics:
Determine if You Have Issues

with Diagnostics, Resolutions, or Both * How many crossed the complexity cliff?

» Simple Expression vs. Complex Reality: Al search depends on the
user's ability to clearly state their problem. When issues are not
commonly or easily expressed, Al search tends to surface generic or

irrelevant results.

You can't guide your customers if you don't know * Where does your most valuable knowledge reside?

where your answers live. Al-powered search and » Which sources are hardest to access during live customer
chatbots excel when customer issues are clearly interactions?

and simply expressed—for example, "l don't know
how to reset the clock on my microwave.”

* Lack of Contextual Reasoning: Unlike guided diagnostic
workflows, Al search cannot run through investigative steps,
interpret intermediate findings, or adapt guidance based on new
information.

Survey Your Subject Matter Experts on Complex Resolutions

However, the situation changes dramatically when Common Questions to Ask:

the issue is complex, ambiguous, or requires * How often do you use structured data like manuals, SOPs,

diagnostic steps to even determine the root cause. and knowledge articles when you encounter an unfamiliar
In field service, tech support, and complex issue?

customer service environments, the true problem is
often hidden behind symptoms that are not easily
described by the customer.

* Fragmented Knowledge: Many complex issues require
synthesizing information from multiple sources—manuals, case
histories, SME notes, and real-time data. Al search is not designed

* How often do you rely on unstructured data like case to correlate these data points.

history, case notes, personal notes, or legacy files?

For example, a vague complaint like "my device * How often do you turn to your peers for help—via calls,

keeps shutting down" could have dozens of
potential root causes, each requiring a sequence of
diagnostic steps, data gathering, and expert
judgment to resolve.

chat, or video?

* Is there a consistent way complex issues are described in
your service org? Do common error codes or root causes
repeat? Or is diagnosis typically an exploratory process
before any resolution can begin?

Pro Tip: Once you understand how your team solves
problems—and which sources of knowledge accelerate

or block that process—you can more strategically place Al
tools like Resolution Intelligence into your service workflow.




@ NCR ATLEOS

Proven Results—-Resolution
Intelligence in Action

Case Study: NCR Atleos-Transforming ATM Service Operations

Challenge:

With 1.8 million cases and 5.6 million truck
rolls annually, NCR Atleos needed a smarter
way to resolve complex ATM diagnostic
issues. Traditional Al search tools provide
generic responses and fail to account for the
specific combination of hardware, software,
and environmental variables that affect ATM
performance.

Resolution Intelligence
Implementation:

* Deployed guided diagnostic workflows
that unified knowledge from 17
platforms

* Integrated real-time ATM telemetry
with historical case patterns

* Created SME-validated
resolution guidance for multi-vendor
scenarios

Results:

* 13% reduction in escalations through
improved first-level resolution

* 92%+ diagnostic accuracy across
complex multi-system issues

- Significant reduction in unnecessary
truck rolls and parts replacement

Real-World Impact Metrics

Faster Fixes with Step-by-Step Guidance
Imagine a technician staring at a
malfunctioning ATM machine, scrambling
to find the right manual or waiting hours
for a senior engineer's input. With
Resolution Intelligence guided workflows,
that same technician gets step-by-step
instructions, informed by historical service
data and tailored to the specific error code.

First Call Resolution:

No More "Let Me Escalate That”
Traditional Al search might offer a variety
of possible fixes for device issues, leaving
service teams to guess—or worse, escalate.
Resolution Intelligence cuts through the
noise with one right answer, validated

by SMEs and refined through thousands of
real-world cases.

Technician Confidence and
Consistency: The New Standard

With Resolution Intelligence, every
technician can resolve issues with
confidence and consistency, regardless of
experience level. Step-by-step guidance
eliminates guesswork, while standardized
workflows reduce variation across teams
and regions. The result is faster service,
fewer revisits, and a unified model for
delivering expert support at global scale.

Takeaway: You don't need to automate everything. Just automate what matters most.




Priority Matrix for Al Investment
Use this 4-quadrant chart to prioritize your Al investments:

Your Resolution
Intelligence Roadmap—
From Theory to

High Impact Simple Issues Complex Issues

Prime target for

Quick wins with Al search Resolution Intelligence

High Frequency

Low Frequency Automate if easy Evaluate case-by-case

Actionable Workflows

Implementation Checklist
Foundation Setting

* Assemble cross-functional
implementation team (Service, IT, SMEs)

* Map current service issues using
complexity/impact matrix

* Complete the resolution source mapping
exercise above

* Identify top 3 high impact use cases for
initial deployment

Data Integration

» Catalog existing knowledge sources and
SME workflows

* Survey SMEs using the questionnaire
above

* Validate diagnostic pathways with subject
matter experts

* Configure Resolution Intelligence platform
with organizational data

Pilot Deployment

* Deploy Resolution Intelligence for
selected use cases

* Train service teams on guided workflow
navigation

» Establish measurement protocols for
success metrics

Optimization and Scaling

* Analyze performance data and optimize
workflows

» Expand to additional complexity scenarios

* Document ROl and prepare for enterprise-
wide deployment

Success Factors for
Enterprise Implementation

Leadership Alignment: Resolution
Intelligence requires strategic commitment
beyond tactical tool deployment. Success
depends on leadership recognizing this as a
competitive advantage initiative, not just an
operational efficiency project.

SME Engagement: Your most experienced
team members must be active participants in
workflow development, not just end users.
Their expertise forms the foundation of
effective Resolution Intelligence.

Measurement Discipline: Establish baseline
metrics before implementation and maintain
rigorous measurement throughout
deployment. Resolution Intelligence success is
measurable and should be measured
consistently.

Pro Tip:

Start with high-frequency,
high-frustration issues in the
complex quadrant. Pair that

with where your best data
lives—and you've found your
Al launchpad.




Beyond Search to
Strategic Advantage

The choice between Al search and Resolution Intelligence isn't just about
technology—it's about strategic positioning in an increasingly complex
service environment. Organizations that continue to rely on search-based
approaches will find themselves at a growing disadvantage as customer
expectations and service complexity continue to escalate.

Resolution Intelligence represents more than operational improvement;
it's a competitive differentiator that demonstrates technical
sophistication to your most valuable customers while delivering
measurable financial returns.

Don't just deploy Al. Deploy the right kind of Al
for the problems that matter most.

Because your customers don't evaluate your search algorithm—they
evaluate whether their complex problems get solved efficiently and
effectively.

The future of service belongs to organizations that can resolve complexity,
not just retrieve information. Resolution Intelligence is how you get there.

Let’s build your plan to move beyond Al search.

Meet with a Service Al expert to build a comprehensive Al
strategy and identify where Resolution Intelligence can deliver
the highest service impact.

Learn more about how Neuron?7 can help.



https://neuron7-beyond-ai-search.lovable.app/
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