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Introducing Octavia
Developed in partnership with the public sector, Octavia is a 
digital complaints and governance co-pilot designed to work 
alongside existing case management systems.

It is built on a simple principle: effective complaints handling 
depends on skilled human judgement, yet too much expertise
and effort is currently wasted in repetitive, low-value work. 

Octavia combines proactive complaint prevention, intelligent 
assistance and automation,and advanced insight to reduce 
workload while improving the citizen experience and 
organisational learning.

Faster 
case resolution

Lower
administrative 

costs
Fewer 

complaints
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satisfaction
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You can think of Octavia as an extra pair of hands that sits alongside your existing case 
management system, interpreting and triaging issues, drafting responses and informing 
decisions, with the case management system retaining ownership of records and outcomes.

Case management system

Holds formal complaint records

Runs configured workflows, 
timescales and escalation rules

Stores decisions, correspondence 
and outcomes

Applies user roles and permissions

Produces basic reports and 
maintains the audit trail

Intelligent assistance, working alongside your 
existing complaints system

Octavia

Makes sense of unstructured content

Distinguishes complaints, service 
requests and out-of-scope issues

Infers classifications and generates 
summaries to help case preparation

Drafts compliant responses

Surfaces common themes and 
patterns across complaints



Handle 
unstructured 
input at scale

Prevent 
unnecessary 
complaints

Frictionless 
case triage

Faster,
compliant 
responses

Smarter
insight and 

improvement

Turn free-text 
correspondence 
into structured 

cases to reduce 
manual effort.

Detect and deflect
non-complaints

in real time to 
minimise case 

volumes.

AI-driven 
classification, 

triage and case 
summaries 

ensure cases 
arrive “ready to 

work”

Automated
Code-aligned 

response drafting 
with human 

control at every 
stage.

AI-assisted insight 
surfaces patterns, 

themes and 
emerging risks.

Octavia assists complaints teams at key points across the case lifecycle,
with human oversight throughout and the ability to automate when and where you choose.

Practical, targeted AI support



Complaints and other issues often arrive as unstructured text through emails, customer services 
contacts and members’ enquiries. Octavia structures this content, identifies any gaps, and can 
automatically request clarification where needed, making it ready to be handled through the 
appropriate workflow.

Make sense of unstructured demand

Clarification requested  
Thank you for bringing this to our attention. To help us 
take action promptly, please confirm the name and 
location of the park.

Date  12/09/2026

Customer  Alex Green

Email  alex.green@email.com

Ready for handling 

Status  Awaiting response

No



Many issues submitted as complaints are actually service requests, appeals or other queries that 
need to follow a different process. Octavia’s AI-assisted conversational form detects and reroutes 
these in real time, reducing unnecessary complaint volumes.

Prevent unnecessary complaints

Detect > 
Deflect >
Deter.
Octavia automatically detects 
when a citizen is making a service 
request or out-of-scope complaint 
and redirects them to the 
appropriate process.

You control how this works: choose 
a soft deflect to allow the citizen
to continue with a complaint,
or a hard deter that prevents 
submission.



Service: SEND
Classification: Complaint

Summary:

The complainant reports significant delays in their son's 
Education, Health and Care Plan (EHCP) process, with the 
assessment taking over nine months instead of the 
statutory 20 weeks.

They state the final EHCP omits key recommendations from 
the school and therapists, lacking specificity on support 
needs and measurable outcomes.

They describe deteriorating conditions for their son, 
including increased anxiety, school refusal and meltdowns, 
which they attribute to the lack of appropriate support.

Octavia removes friction at the start of a case, triaging issues to the appropriate service and 
handling workflow, and creating concise case summaries. This is particularly valuable as 
organisations experience increasing volumes of lengthy AI-assisted complaints.

Remove upfront friction

Reviewed  by Octavia



Subject: Inadequate handling of child's EHCP application process
Case Ref: FWC917235

Dear Mr Johnson,

Thank you for getting in touch with us. We take complaints seriously, 
and we're sorry to hear that something isn’t right.

We’ve summarised what you told us below.

You told us you are unhappy about:
• Delays in processing your child's Education, Health and Care Plan 
(EHCP), taking over 9 months instead of the required 20 weeks
• Poor communication throughout the EHCP process with sporadic 
updates
• The final EHCP missing important recommendations from the 
school and therapists
• No meeting being arranged to discuss your feedback on the draft 
plan
• Lack of response to your requests for a review meeting or new case 
officer

You told us this has impacted you by:
• William's anxiety has increased, causing school refusal, meltdowns, 
and sleep problems
• The family has taken unpaid leave from work to attend meetings 
and support William

Octavia takes on the heavy lifting of complaint handling by coordinating case input and applying 
organisational templates and standards to create Code-compliant acknowledgements and 
responses that are ready for review and sign-off. 

Coordinated, compliant response drafting

Ready to reviewDrafted by Octavia



Octavia helps organisations see the big picture across complaints by enabling teams to explore 
common themes, recurring issues and emerging patterns using natural language questions.

Turn complaints into learning

xx/xx/xx Xxxxx xxxxxxx xxxxxxx Xxxxxxx xxxxxxxxxxx

xx/xx/xx Xxxxxx xxxx xxxxxx xxxx xxxxxxxx Xxxxxx xxxxxxxx

xx/xx/xx Xxxxx xx xxx xxxx xxxxx xxxxxxxxxx Xxxx xxxxxxxx

xx/xx/xx Xxxx xxxx xxxx xxxxxxx Xxxx xxxxxxxx

xx/xx/xx Xxxxxxx xxxxxxxxx xxxx Xxxx xxxxxxxx

xx/xx/xx Xxxxx xxxxxxx xx xxxxx Xxxxxxx xxxxxxxxxxx

xx/xx/xx Xxxxxx xxxx xxxxxx xxxx xxxxxxxx Xxxxxx xxxxxxxx

xx/xx/xx Xxxxx xx xxx xxxx xxxxxxxxx Xxxx xxxxxxxx

xx/xx/xx Xxxx xxxx xxxx xxxxxxx Xxxx xxxxxxxx

xx/xx/xx Xxxxxxx xxxx xxxxx xxxx Xxxxxx xxxxxxxx

xx/xx/xx Xxxx xxxx xxxx xxxxxxx xxxx xxxxx xxxxxxx Xxxx xxxxxxxx

xx/xx/xx Xxxxxxx xxxxxxxxx xxxx Xxxx xxxxxxxx

xx/xx/xx Xxxxx xxxxxxx xx xxxxx xxxxxx Xxxxxxx xxxxxxxxxxx

Being told someone will call them back 
with no follow-up recorded

Communication

Contractors leaving properties untidy or 
unsafe after visitsContractors

Octavia, what were the main drivers of housing related complaints last quarter? 

Mould returning, repeated treatments 
ineffective

Damp & mould



Features & Benefits
Control complaint demand at the point of entry

What it is What it does

Intelligent unstructured 
demand ingestion

Interpret free-text emails from citizens, members and MPs, extracting intent, 
classifying issues and creating structured cases aligned to workflows.

AI-assisted smart forms
Guide citizens through complaint submission using conversational, accessible 
forms that detect intent, validate inputs and reduce incomplete or 
misdirected submissions.

Non-complaint 
detection and deflection

Identify service requests, appeals and out-of-scope issues across forms and 
emails and redirect them to the correct process before they enter the 
complaints workflow.

Automated data 
validation and 
completion

Identify missing or unclear information and request clarification before a case 
is created, ensuring work arrives ready to handle.

Configurable complaint 
definition rules

Apply organisation-specific rules to define what constitutes a valid complaint 
and how different issues should be handled or routed.

Availability of individual features may vary depending on the integration capabilities of the existing case management system.



Features & Benefits
Reduce manual effort and improve quality

What it is What it does

AI-assisted classification 
and triage

Suggests categorisation and service area for accepted cases to reduce 
manual triage and support consistent handling.

Concise case summaries Produces clear, structured summaries of long, complex or AI-generated 
correspondence to reduce reading time and support faster understanding.

Code-aligned
response drafting

Prepares compliant acknowledgements and stage responses aligned to 
statutory timescales, handling codes and local policies.

Context-aware handling 
co-pilot

Support caseworkers by surfacing relevant guidance, prior cases and 
contextual information.

Configurable 
automation with human 
oversight

Full control of where automation is used, with human review in place where 
required.

Availability of individual features may vary depending on the integration capabilities of the existing case management system.



Features & Benefits
Deeper insight into complaint demand

What it is What it does

Complaint theme 
analysis

Analyse complaint narratives at scale to surface emerging themes, patterns 
and areas of concern.

Insight augmentation Complement existing dashboards and reporting with qualitative insight.

Natural language 
querying

Ask questions about complaint themes, trends and narratives in plain 
language

Octavia AI design principles

Octavia is designed to reduce repetitive, low-value handling effort and improve insight 
in a safe and controlled way. 

All AI-assisted actions operate with human oversight and can be configured by case type or 
service area. Organisations control where automation is applied, what actions Octavia can 
take, and where human review is required. Decisions and recommendations are explainable, 
auditable and visible within the case record, ensuring accountability and compliance with 
public-sector governance requirements.

Availability of individual features may vary depending on the integration capabilities of the existing case management system.



Service assurance
Proven delivery, reliable support and long-term confidence



Security, accessibility and integration

Security, data protection and compliance

• Hosted in secure AWS cloud infrastructure within the UK, backed by our SLA

• AI processing carried out using AWS Bedrock

• ISO 27001-accredited information security management, Cyber Essentials Plus certified

• GDPR-compliant processing with clear data ownership and retention controls

Accessibility and usability standards

Citizen-facing interfaces independently audited to WCAG 2.2 AA accessibility standards

Integration

Octavia is designed to integrate with a wide range of public-sector case management 
systems. Integration is achieved using standard API interfaces, with the precise functionality 
determined by the capabilities of the target system and agreed integration scope.



Onboarding and implementation
Typical onboarding is 4–8 weeks, depending on the complexity of integrations and the 
scope of AI configuration.

A named Implementation Manager will work with your team to configure Octavia to your 
organisation’s policies, processes and systems, focusing on:

• Integration with existing case management systems and inbound channels

• Configuration of AI rules and behaviours, including deflection, triage and automation

• Setup of organisational templates

• Configuration of policies, safeguards and human-in-the-loop controls

• User access, permissions and security

• Testing, training and go-live readiness

Ongoing flexibility after go-live

There are no charges for configuration changes after go-live. AI behaviours can be adjusted 
as requirements evolve.



Support and customer success
• Service desk support (phone and online) available 9am–5pm, Monday–Friday for 

operational queries.

• Quarterly service reviews to review performance, usage and new requirements

• Webinars and briefings covering platform updates, best-practice configuration and 
regulatory change



Strategic outcomes
Octavia supports organisations to manage rising complaint demand more sustainably, 
improving efficiency, quality and compliance while maintaining control and assurance.

Reduced handling effort and cost
Removing repetitive, low-value work at key stages of the complaints process 
reduces manual effort and administrative overhead. 

Capacity to manage rising demand
Intelligent assistance and configurable automation enable teams to absorb 
increasing volumes without proportional increases in staffing or cost.

Improved quality of responses
Structured case preparation and draft responses help ensure complaints are 
addressed fully and clearly, in line with requirements.

Improved public trust and compliance
Clearer communication, predictable handling and fewer missed deadlines 
improve confidence and regulatory compliance.

Better learning from complaints
Surfacing recurring issues and emerging patterns across complaints support 
learning and service improvement.



CaseTracker is a complete solution for managing regulated complaints and correspondence. 
Easy to set up and use, CaseTracker integrates seamlessly with Octavia to deliver end-to-end 

case management and the regulator-ready reporting needed to meet corporate and statutory 
requirements. Read the GovMetric CaseTracker Service Definition to learn more.

If you don’t already have a case system you love, we do.

Compliance 
by design

Efficient case 
handling

Clearer 
communications

Regulator-ready 
reporting

Deadlines,
extensions, audit trails 

and escalation 
embedded directly
into case workflows.

Structured case input, 
automatic triage

and clear ownership 
reduce handling effort

and rework.

Consistent responses, 
secure messaging 
and timely updates 

support fair and 
transparent handling.

Live operational 
reporting and statutory 

and Ombudsman 
returns generated 

directly from case data.



Why GovMetric?
GovMetric builds software that solves real customer problems across public-sector 
automation, compliance and citizen experience.

We’ve worked in the sector for over two decades, helping our customers to manage citizen-
facing, regulated processes as they come under increasing demand and scrutiny. Spanning 
citizen feedback, complaints management and compliance automation, our products work 
together to improve efficiency, reduce risk and deliver better citizen outcomes.

GovMetric CX CaseTracker Octavia Nexa

Citizen feedback
and experience 
management 

Complaints and 
correspondence 

management

AI-powered
complaint
handling

Automated
document drafting

for compliance



If you’re exploring ways to streamline complaints handling, you can visit our website to:

• Find more case studies from public-sector organisations

• Watch video testimonials from customers

• Learn about emerging trends in AI and public sector automation and compliance.

• Find upcoming webinars and events

When you’re ready, get in touch for a conversation about how we can help.

govmetric.com

Email: procurement@govmetric.com
Phone: +44 1572 756565
LinkedIn: linkedin.com/company/govmetric/

What next?

https://govmetric.com/
mailto:procurement@govmetric.com
https://linkedin.com/company/govmetric/
https://linkedin.com/company/govmetric/
https://linkedin.com/company/govmetric/

	Slide 1: The first AI-powered  complaints & correspondence co-pilot for the public sector
	Slide 2: Introducing Octavia
	Slide 3: Intelligent assistance, working alongside your existing complaints system
	Slide 4: Practical, targeted AI support
	Slide 5: Make sense of unstructured demand
	Slide 6: Prevent unnecessary complaints
	Slide 7: Remove upfront friction
	Slide 8: Coordinated, compliant response drafting
	Slide 9: Turn complaints into learning
	Slide 10: Features & Benefits Control complaint demand at the point of entry
	Slide 11: Features & Benefits Reduce manual effort and improve quality
	Slide 12: Features & Benefits Deeper insight into complaint demand
	Slide 13: Service assurance
	Slide 14: Security, accessibility and integration
	Slide 15: Onboarding and implementation
	Slide 16: Support and customer success
	Slide 17: Strategic outcomes
	Slide 18: If you don’t already have a case system you love, we do.
	Slide 19: Why GovMetric?
	Slide 20: What next?

