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Transforming Complex Grievances

Into Actionable Intelligence
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Al-Powered Intake for Civic, Labor, and Compliance Reporting
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The Intake Dilemma

We force citizens and whistleblowers to translate their fear, frustration, and urgency into clinical web forms.
The result? We lose the context, we lose the timeline, and often, we lose the report entirely. We need a
system that adapts to the human, not the other way around.
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The Al Intake Engine

Pillar 1: Empathetic Pillar 3: Unbreakable

Listening Confidentiality
Meets callers where they are. . _ . . Automatically strips Pll, generates
De-escalates panic, validates fear, Pillar 2: Dynamic Structuring cryptographic reference keys, and
and asks context-aware follow-ups Continuously maps spoken narratives protects whistleblowers from
without rushing. into exact entity cards, chronological retaliation.

timelines, and urgency scores.



Domain 1: Structuring Frustration
Civic & Community Hazards

— 1 When public infrastructure fails, citizens don't call with
'It'sin Zwelethemba | —— ) neatly paci?aged data. They call with escalating frustration,
mn7 here in “The sewage is just overlapping complaints, and urgent demands for action.

X Worcester. ) overflowing into the The Al must de-escalate the caller w‘h:ie

street... been gDing on 3 2 rUthiESSfy CaD.SE: {0 actiure
for about 2 weeks.” the caller while ruthlessly

J | "We have contacted the pinpointing the operational data.
municipality call center

alreadly, twice actually.” J




From Empathy to Action

The Al extracts precise geographic, quantitative, and
historical data from frustrated venting, delivering a
dispatch-ready ticket to the municipality without
requiring a human operator to sift through the
emotion.

Urgent Dispatch Ticket Premium CRM

Incident Type: Location:
Sewage Overflow & Poaling Zwelethemba Extension 7, Worcester
Dirty Water

'8 )
The Al extracts precise geoagraphic

quantitative, and historical data from

Duration: Impact Scale:

2 ¢ .
frustrated venting, delivering a dispatch-ready i 2 Weeks 10-15 HDLIIEEhEIMS
tickel to the municipality without requiring a {Endangenng children & E!dEﬂﬂ
emaotion
j/ J Previous Escalations: 2 (Municipality Call Center)

MNamsa Jacobs

Reporter: (071-550-120-4567 | namsa.jacobs@mail.com)

Reference Key: REF PX9 ZVFV RN

[Urgency Score: [ HIGH | ]
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Domain 2: Navigating Fear & Retaliation
Labor Disputes & Worker Safety

T Vulnerable workers often bury the lead out of fear.
w A rigid form loses them entirely. The Al intake engine
e acts as a digital ombudsman—gently probing, building

psychological safety, and earning the right to uncover
the facts of workplace retaliation.

Trust Building Timeline

r"— = r""_ i r""_ Y
“I'm worried it might ‘I understand your “My name is Sipho Dlamini...
make things worse concern. This process | reported a safety issue...
for me.” is confidential.” my shifts got fewer.”

> >
--__'_.--———- .

Al validates & Caller opens up
guarantees safety




Entity & Timeline Mapping Y

Even as a caller jumps nervously between past events and present fears, the Al dynamically reconstructs
a linear, actionable timeline. It maps the labor broker entity, quantifies the financial impact, and safely
notes the existence of witnesses without forcing the caller to break trust by naming them.

Late March April
Safety Hazard Reported Retaliation Pattern Begins
(Cracked/broken loading ramp). (Shifts reduced from 4-5/week to 1-2/week).

Fresh Pack Logistics, Paarl
(Labor Broker) !( Evidence: 2 Co-worker Witnesses J‘

(Identities withheld by caller; Al respects boundaries).
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Multilingual Normalization

Regional dialects and language barriers historically bottleneck grievance processing. The Al instantly
intakes Afrikaans, Sotho, and English, standardizing the facts into a single, unified case management
format for the backend compliance team.

Ek het oortyd gewerk
op die 29ste Maart en
die Sde April...

Afrikaans

Oregosimolotso gadi
twenty-nine mopitlo
gofitla gadi five...

Sotho/Tswana

Raw Inputs

Normalization Matrix

l Category: Unpaid Overtime

Unified Output Card | Entity: Brightmart, Worcester
Dates: March 29 & April 5

.. = _’l Witnesses: Lerato & Jason / l

=
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“If anyone found out | said Domaln 3' Secu”ng
anything, | could lose my job. By the Shadows

i i Corporate Whistleblowing &
(Northshore Housing Services) High—Stakes lntelligence

For insider corruption and missing
j . community health stock, the barrier to
=\ | .. reporting is absolute paranoia.

The Al must act as a highly secure,
non-pressuring interrogator capable
of extracting complex financial

“You're asking me to point discrepancies while actively
USRIl B shielding the informant.
ko without protection.” | Il

(Health NGO)
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The Anonymity Shield

The system physically separates the reporter's identity from the report. By generating a secure
reference key, the Al allows two-way, anonymous follow-up. The whistleblower can check the
status of a discreet investigation into missing health supplies without ever exposing their footprint.

Organization receives

User speaks details ONLY sanitized facts.

- AlFirewall

Pll (Personally
Identifiable
Information)

F o
(e.g., “Conflict of interest_]
i regarding invoices at
IE

S Northshore Housing
;JREF“NCYG"JBIE\_";;H | between Feb-April"). _))T




Clarifying Compliance
Nuance

Someone bending the rules regarding
money... sending money to a company
they know personally.

Intake isn’t just about taking

dictation; it's about accurate Al Probe
classification. The Al actively

to distinguish between fraud

ith th histlebl Would you describe that as potential
converses with the whistieblower fraud, corruption, or something else?

(falsified documents) and
corruption (abuse of power),

ensuring the intelligence reaches
the correct investigative unit
immediately.

Abusing the power they have. Fraud
would be lying on documents. This is a
conflict of interest.

Conflict of Interest]  fraud queue).

— —

rl—-— ........... —

‘ [Routing: Corruption / (8ypasses standard “.
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The Grievance Complexity Matrix

A single intake engine dynamically recalibrating its conversational strategy
to match the psychological and operational demands of any incident.

: : Community Labor Whistleblower
DiRENSIoN (Sewage/Dust) (Shifts/Overtime) (Corruption)
Primary Emotion Frustration Anxiety / Fear Paranoia

Intake Challenge

Pinpointing exact
scale and location

Extracting entity
names amidst fear

Maintaining absolute
anonymity

Al Strategy

De-escalation & exact
mapping

Reassurance &
timeline mapping

The Anonymity Shield &
non-pressuring probes

Required Output

Urgent Dispatch Ticket

Chronological
Legal Map

Sanitized Intelligence
Dossier




The Empathy/Efficiency Paradox

Traditionally, scaling intake meant making it robotic (dropping engagement). Making it human meant
it became subjective and unscalable. This engine achieves both simultaneously: maintaining high
psychological safety to keep the caller talking, while relentlessly driving toward structural precision.

Psychological Safety

» Validating feelings
« Explaining processes

* Respecting boundaries

(e.g., not forcing witness names)

Operational Precision

» Pushing for dates

e Extracting entity names

» Assigning reference numbers
» Verifying locations



The Complete Transformation

From raw voice, fear, and frustration to a unified, risk-scored, and categorized

command center. Investigators spend zero time parsing messy narratives, and 100%

100% of their time solving the actual problems.

Name: ‘
Namsa Jacobs

I [URGENT] ]

ISsSue:
Sewage

Location:
Zwelethemba

Impact:
10-15 Households

J

f[ [LEGAL]

Reference: Organization: ISsue: Timeframe:
[REVIEWI REF-NCYG-J8RY | Health NGO Missing Supplies | Jan-Present
Company: Issue:

Fresh Pack Logistics Retaliation Map

"'\,

Name: |
Kabelo Mokwena

Name: ‘
Sipho Dlamini

[ [PAYROLL]

Issue:
Unpaid Overtime

Company:
Brightmart




Scaling Empathy. Structuring Truth.

Give your frontline workers, citizens, and whistleblowers a safe, intelligent voice.
Because the most critical intelligence your organization needs is currently trapped
inside someone who is too frustrated, too fearful, or too at-risk to fill out a form.

[Contact / Pilot Program Details Placeholder]
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