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ReplyWiseAl

Governed Al for public enquiry operations

One controlled workflow across calls, email, messaging and correspondence — from intake to an officer-
approved reply.

NCS Al CENTRAL - HONG KONG



THE PRESSURE

Enquiry demand is rising faster than headcount

Public-facing teams absorb more contacts every year across more channels, while
establishment stays flat and answer consistency is scrutinised more closely than ever.

@ Fragmented channels

Calls, email, messaging and letters each handled in a different tool, with no shared record.

® Inconsistent answers

The same question receives different answers depending on who picks it up and what they can
find.

® Slow, manual triage

Officers spend the first minutes of every case classifying and searching rather than resolving.

® Weak audit trail

When a decision is challenged, reconstructing who answered what, from which source, is
difficult.

What good looks like

One queue, every channel

Answers grounded in approved policy

Draft prepared before the officer opens it

A named officer approves every reply

Every step recorded for audit



THE PLATFORM

One governed operating layer, not another chatbot

° Omnichannel intake

Calls, email, WhatsApp, web forms, letters and scans land in one
controlled flow with channel context intact.

e Officer-in-the-loop Al

Classification, retrieval and drafting sit inside a workflow where
officers stay accountable.

@ Governed knowledge

One approved knowledgebase carries metadata, effective dates,
ownership and sensitivity labels.

@ Turnkey operations

A containerised rollout on approved infrastructure, with audit,
monitoring and controlled integrations.



THE WORKFLOW

Intake to approved response, in five controlled steps

Every enquiry follows the same path regardless of the channel it arrived on — which is what makes a phone answer and an email answer
agree.

) o ] [ . [ . [ .
Intake & triage Classify & route Governed retrieval Draft & review Audit & export
Normalised into one Service type, urgency, Approved sources, effective- Officer edits, approves, Timestamped,
workflow ownership dated escalates reconstructable

Step 4 is the guarantee. No response reaches a member of the public without a named officer approving it. The Al prepares; the officer decides.



GOVERNANCE

The Al never speaks to the public

For a government service the failure mode that matters is not a slow answer
— it is a confident wrong one sent in your name. ReplyWiseAl is built so that
cannot happen.

@ Officers approve every outbound reply

Drafting is assistance, never dispatch. Pl = e i i

® Answers are grounded and cited

Each statement links to the source passage and its effective date.

® Ungrounded answers are refused

Where retrieval finds nothing relevant, the platform says so rather than inventing.

The assistant surfaces governed sources beside the officer's draft — the

.. . citation is the point, not the prose.
@® Every decision is reconstructable

Who approved what, from which source, at what time — append-only.



THE PRODUCT

One workspace for the whole service

i @ Queue health at a glance

Sheldon Cheung
SECURE OPERATIONS WORKSPACE & Logout

Senior Labour Officer

NCS /4 RepIyWise Al seat Volume, handling time and satisfaction against the

NCS contact intelligence platform English Traditional Chinese Need Help Pause Auto Refresh same pe r|od

Dashboard Call Panel Call Log WhatsApp Email Management Al Assistant

® SLA before it breaches

Last updated: 22-07-2026 23:51:17

Open cases per unit with time remaining to

Daily calls 2 CS available ? Waiting call ? On-going call 2 Average ? First call 2 Call aban¢ ac k now I e d ge .
waiting time resolution (FCR) rate

0 1 0 0 g;?n 0.0% 0.0 @ Supervisory oversight

Detected from Human conversation count Currently i
Today's real hotline authenticated console No live human queue will rise after live officer Will populate from real Currently inferred from unanswere
sessions between 00:00 activity in the current sessions are being tracked bridge events are queue events once officer single-request sessions went inact . e ere . .
and 23:59 HKT yet handolt s enabled that received an answer. response Live visibility across every channel in one view.

Live call sessions Demand mix

0 live calls

Calls are sorted by latest start time. Completed calls are hidden from this board automatically. Live demand mix, language mix, and active-session cards below are sourced from S t b
: @ Seat-based access

current production session data

ENQUIRY COMPLAINT OTHER

No live calls at the moment 0 0 0 Licensed positions allocated per department.



CAPABILITIES

Everything the enquiry desk needs, in one place

Call panel

Live voice with transcript and
guidance

Al assistant

Retrieval with citations for officers

Call log

Searchable history and QA
evidence

Training

Upload a document, generate an
assessed course

Email management

Queue-led triage with grounded
drafts

Document intelligence

Hard tables, scans and footnotes
preserved

WhatsApp workspace

Messaging under the same
discipline

Monitoring & audit

Queue state, activity and
exportable records



PROOF

Already delivered for public-sector clients

ReplyWiseAl is shaped by programmes NCS runs today for immigration, buildings, labour and occupational-safety services across

Hong Kong and Singapore.

® o

Hong Kong Singapore
Immigration Department Ministry of Manpower
Next Generation Immigration GenAl contact-centre
Enquiry Service System augmentation

10-year programme Measured outcomes

Hong Kong
Building Department

Speech analytics, IVRS intake to
case closure

Fully on-premises

A Hong Kong
government department

Al call management proof of
concept

2 months end to end



CASE STUDY 01

Singapore Ministry of Manpower

GenAl layered onto a live contact centre without a rip-and-replace: real-time transcription, retrieval-grounded assistance and summarisation
around the agents' existing workflow.

Measured accuracy (%)

%
1 2 0 lower average handling time

> 50 % less after-call work

. 0
Summary Real-time Complex-query 6 (1] agent productivity gain
accuracy transcription response

Platform: NCS GenAssist - AWS - ins8.ai - Amazon Bedrock



CASE STUDY 02

Hong Kong Building Department

Cantonese speech recognition, intent extraction, priority scoring and officer-queue routing — one closed workflow from the first ring to case
closure, running entirely on-premises.

n C s / / ‘ Implementation of Speech Analytics for o 24/7 voice intake

Audio Enquiry and Complaint Calls Processin
Wiy P _ 9 » ‘ Calls and voicemail accepted around the clock, audio

iﬁ; Customer: Hong Kong Building Department 8 Contact: Jason Choy | 2294 6000 Ca ptured and secured.

— e 0 — AI-ENABLED WORKFLOW MANAGEMENT -
FROM IVRS INTAKE TO CASE CLOSURE

IVRS Cantonese Transcript & Case Classification i " WTwrkflow Routing & o Rt;alyj Drafting, ] . C a n tO n ese AS R

Voice Intake Rest:%e?:!on Intent Extraction & Priority Officer Queue Follow-up & Closure Faster case triage
It
— 9 — N — . — : N [
Case Ownership — / Smarter routing and . . . . .
Py—— =1 quece control Speech recognised with confidence scoring and noise
Chan Tai Man
..|p|| ||.|||||||..|| ||.4.‘ ||.\.. Whisper Small Transcript + key entities Al classification and Smart routing to the right a Building Plan Unit Al-assisted draft reply : h an d | | n
Cantonese for ASR and intent detected priority scoring team and officer Workload and full case lifecycle Improved handling accuracy g .
o | — e — | - e -
(& Call accepted 24/7 Quality Assurance St klokis @ vsen B e | oot 8 sua c03s Case Details OffcerReview On-premises data privacy
oh |
e | ; _ Issue Type | [ Location | @ tior ! s || @ PropertySenices 5 SUAOKIO || Case ID: HKBD-2025-02514 P = -t & I t-
@ Gttt || 0 sttty || () (o) | g g | S LS win © @ Priority & escalation

| @ Confidence scoring Prioritised escalation

& Audio captured

7 6 | i : i v
Building/ Premise m oo - e Structural Unit 3 s mvzs| Received: 26 Feb 2025 10:42 Follow-up Tracking
1

e e e —— Redhced manal workoad P1 auto-escalates; ageing and SLA breach escalate

@ Audio encryption cessincptin | | © GoneralEnquidies 10 SLA OT40 | | SLADue: 00:35:00
sndsecred J e e )
A= — i ————————————————————— - == = =
- ™\ SECURE, ON-PREMISES Al INFRASTRUCTURE (SUPPORTING THE WORKFIOW)
7 - @ High-performance Al compute .
SECURE ~ PRIVATE - == for resttime workllow . automatical |y
CONTROLLED © Enterprise-grade relabilty Consistent case follow-up
120

Data stays on-premises . @ Full data sovereignty

A2 NVIDIA L20 x6 ON-PREMISES SERVER CLUSTER _ = Sy J

PROJECT OBJECTIVE PROJECT SCOPE |
@ Automate end-to-end workflow for audio @ IVRS intake + Cantonese ASR + Intent & entity ‘
enquiries and complaints using speech extraction + Case classification & priority

analytics, Al classification, routing, draft Workflow routing & queue management |
replies, escalation handling, and closure
tracking to improve service efficiency
and consistency.

DURATION & MILESTONES NCS TEAM o Data never leaves site

1-year implementation + 3 years maintenance
LR 1PM + 1SA + 1BA » 3 Developers

R

Al-assisted draft replies + Escalation rules Start: Rollout:

Folow-up acking - Coseclosre & roporing | 26 Feb 2025 28 Feb 2026 All inference on the customer's own GPU cluster.



CASE STUDIES 03 & 04

Immigration modernisation and a two-month proof

Next Generation Immigration Enquiry
nC S // ‘ Serwce System (IESS-2) :

i c : Hong Kong Dep: 8 Contact: Louis Ngan | 2294 6000 % sl e
MODERNIZING IMMIGRATION SERVICES FOR A SMARTER HONG KONG —y CLIENT BENEFITS
e | [omnge= [Smmmes) [ uumes | Civer] [ Somes] (oo ||| | S Semminios
& prOCESSES sinG

Rk
e &

* By & commient

gtk e
sl vy convament Fewer physical
office visits

@ Faster approval times
ENABLING STRONG, SECURE & SCALABLE PUBLIC SERVICES

Upgraded security
Scatatle o Cybersecurity D Data Privacy Operations! ) Foemassy ReoRpcton
19 Avhiecture =] Aoy by Design & Complance s 4D Fiorm

Digital counters &
Qoo salf-service kiosks
NN @ 24/7 oniine application

o o\ PROJECY SCOPE /s DURATION & MILESTONES ™\ NCS TEAM
[ (E3) PROJECT VALUE
( o @) =l | B e
> = ® mmmom .
2= a Confidential
Swt inder NDA
Sep2024 Sap 2025 by phase)

Hong Kong Immigration Department

Next Generation Immigration Enquiry Service System

® Seif-service kiosks for document submission and collection
® smart gueueing with real-time updates and load balancing
® Online e-Services for visa and identity applications

L Ten-year engagement: build plus long-run maintenance

NCS /7 | POC - OSH Enquiry Classification

1 cust ;A D in Hong Kong

£ Contact: Sheldon Cheung | 2294 6000
= Al CALL MANAGEMENT SYSTEM (POC) »

( UNIFIED SECURE WEB PORTAL
CATIZEN CHANNELS.
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PROJECT SIZE & DURATION

2Y)
Y-month mplementation + 1-month rarsing (§3R) PROJECT DURATION
* 7 2 months
Complation:
an3026 Sep 2026

A Hong Kong government department

® Unified secure portal: calls, email, knowledge and training
® Scat control and KPI dashboard for hotline operations
® |ive coaching guidance and Al knowledge agents

® provenin two months, production-shaped

CLIENT BENEFIT
() shorter handing ime

() improved snswer quaity

Conversation record
(B) rreenvation

@« s

CONTRACT VALUE

6 Confidential
under NDA

Al call management system — proof of concept




DEPLOYMENT

Runs where your data is allowed to live

The same product, four physical shapes. The workflow, governance model and officer experience are identical across all of them — only the

services underneath change.

On-premises

Full data sovereignty

Microsoft Azure

Reference build

Amazon Web Services

Proven at MOM

. Huawei Cloud

Regional residency

Every component inside your perimeter, including the models. Air-gap capable.

The configuration every release is tested against. Fastest route to a working environment.

Already running a live government contact centre. Absorbs inference bursts without capacity planning.

In-country data residency with a regional model supply chain, including the Hong Kong region.

For the strictest classification rules, the on-premises option keeps model inference itself inside your data centre — nothing is sent to a public endpoint.



ASSURANCE

Built to survive your security and privacy review

GDPR readiness

Security

]
Role-based access enforced server-side

Privacy — HK PDPO

Collection notice points per channel

® Officer review means processing is not solely

automated

([ ()
Encryption in transit and at rest Per-class retention with evidenced deletion Machine-readable subject export
([ ()
Secrets in a managed store, rotatable Sensitivity labels constrain retrieval Breach evidence within the 72-hour clock
([ ()
Prompt-injection handled by design Subject access and correction workflows Records of processing supported
([ ()

Append-only audit trail

Mapped against DPP1 to DPP6

On-premises avoids external transfer

Compliance is a property of a deployment, not a product — we document which capabilities support each obligation, and your DPO confirms applicability.



NEXT STEP

See it running before you commit

The demo portal runs the full workflow on sample data — no citizen records
involved, no installation, no procurement step.

Walk the platform

Review channel coverage, Al handling and the officer journey against your service
standards.

Shape the rollout

Discuss deployment target, data residency, operating controls and approved integrations.

Run a pilot

A defined scope on your own content, with a seat assigned to your team.

NCS Al CENTRAL - REPLYWISEAI

(=)

Try the demo portal

replywiseai.ncsdemo.com

Mr. Sheldon Cheung

Senior Consulting Manager, NCS Al Central
sheldon.cheung@hk.ncs-i.com

+852 9049 9660

21/F, 1063 King's Road,
Quarry Bay, Hong Kong
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