
Smarter customer 
support with AI 
Gemini and response libraries:  
A winning combo 
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Introduction 
In today’s fast-paced business environment, providing timely, accurate and 
empathetic responses to customer inquiries is essential for building trust 
and maintaining strong relationships. Many organizations have developed 
comprehensive libraries of approved replies to address frequently asked 
questions and common issues. However, as customer expectations evolve 
and unique situations arise, it’s increasingly important to deliver 
high-quality, personalized responses that not only resolve issues but also 
acknowledge the customer’s feelings and concerns. For instance, when a 
customer raises a problem about a product or service that could impact a 
project with tight deadlines, AI models like Gemini can leverage existing 
response libraries to quickly craft replies that are accurate, compassionate 
and tailored to the customer’s urgency and situation. By recognizing the 
customer’s stress or frustration and offering reassurance along with 
practical solutions, support teams can provide guidance that truly meets 
the complexity and emotional needs of each individual customer. 

The traditional approach: 
Manual response 
management 
Customer support teams typically rely on carefully curated documents 
containing approved responses that align with company policies, branding 
and tone. This method provides consistency and ensures compliance, but 
the process of manually searching for the right answer or drafting a new 
one for unique issues can be slow and susceptible to mistakes. For instance, 
when a customer asks about an uncommon billing issue or requests 
information on a new product feature, agents may find it challenging to 
locate an existing response that fits the situation. As customer inquiries 
become more frequent and complex, support teams often struggle to 
maintain prompt and consistent communication, risking delays and 
variability in service quality. 

Before implementing AI, our customer support workflow followed these 
steps: 

1. A customer submits a query. 
2. The support agent manually searches through the response library or 

knowledge base articles. 
3. The agent writes or adapts a reply to fit the situation. 
4. The response is sent back to the customer. 
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While this approach allows for human judgment, it introduces several 
challenges: 

• Manual searches are time-consuming, especially as libraries expand. 
• New team members struggle to efficiently navigate the library. 
• The risk of human error increases under time constraints. 
• Agents have different writing styles, leading to inconsistencies in tone 

and compliance. 
• Customers may escalate issues simply because finding the right 

response takes too long. 

Ultimately, these obstacles contribute to longer response times, uneven 
quality and decreased customer satisfaction. To address these 
inefficiencies, many organizations are now turning to AI-powered solutions 
that help agents quickly find or generate suitable responses, streamlining 
support interactions and improving overall effectiveness. 

Introducing Gemini: 
AI-driven response 
generation 
To overcome the slow and complicated process of manual response 
management, companies are turning to smart AI tools like Gemini. 

Gemini is Google’s suite of multimodal AI models built to process text, 
images, audio and videos within a unified system. It has many features like: 

• Multimodal capabilities: Gemini processes and understands multiple 
types of information—such as text, images and code—unlike older 
models that focus just on text. 

Customer query
 Agent searches for existing 
responses 

Potential issues 
Time delays and 
errors 

1 

Agent searches for existing 
responses 
Looks up KB articles tickets, and 
consults team or engineering 

2 

Composes or edits response 
Reviews for tone and 
compliance 

3 

Sends respone to customer 4 

End-to-end customer support workflow 
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• Integration with Google products: It helps power AI features in Google 
Search, workspace tools (like Docs and Gmail) and Android devices. 

• Advanced reasoning: These models are fine-tuned for challenging tasks, 
including coding help, analyzing data and solving problems. 

After incorporating Gemini here’s how the workflow looks like: 

• Customer inquiry: The process starts when the customer drafts an email 
describing their issue, question, or concern and sends it to the support 
team. This email serves as the initial point of contact and contains the 
details needed for the agent to understand and address the problem. 

• Centralized knowledge base: All approved customer responses are 
compiled into a single document, ensuring a well-maintained and 
up-to-date resource for the AI to reference. 

• AI-powered generation: The document is supplied to Gemini, which 
leverages its understanding of language and context to create a draft 
response for new, previously unaddressed customer issues. 

• Human-in-the-Loop review: After Gemini generates a response, a 
support team member reviews the draft for accuracy, tone and 
compliance before sending it to the customer. This step maintains quality 
and accountability while leveraging the speed and scalability of AI. 

Customer inquiry 
Customer sends query/concern via email 1 

Human agent consultation 
Agent consults centralized knowledge 
base 

2 

AI-assisted drafting 
Agent drafts and tailors response using 
AI tools 

3 

Customer response 
Approved response sent to customer 4 

End-to-end customer support workflow 
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Maintaining trust and data 
security in AI-powered 
support 
In today’s fast-paced digital world, providing customers with prompt, 
accurate and secure support is more important than ever. As organizations 
embrace innovative AI solutions like Gemini to streamline communication, 
maintaining trust and safeguarding customer information remains a top 
priority. 

Protecting customer data 
Safe and limited access: Strict security controls ensure that only authorized 
support agents are able to view customer emails. This selective access 
protects sensitive information and upholds customer privacy. 

Minimal data collection and storage: Support agents collect only the 
information necessary to resolve customer issues. Additionally, sensitive 
data is not stored longer than required, reducing the risk of unauthorized 
access or potential breaches. 

Responsible training for support agents: New members of the support team 
receive comprehensive guidance on how to handle customer issues safely 
and responsibly. This training emphasizes the importance of data protection 
and proper handling of customer information at every stage of the support 
process. 

Benefits of this approach 
• Increased efficiency: Automating the initial response drafting saves 

valuable time for support agents, allowing them to focus on complex or 
sensitive cases. 

• Consistency and compliance: By grounding AI responses in the library of 
approved answers, organizations maintain control over messaging and 
ensure compliance with company standards. 

• Scalability: As customer queries increase, AI can handle a larger share of 
the workload, supporting growth without a proportional increase in 
staffing. 

• Continuous improvement: Feedback from human reviewers can be used 
to update and expand the approved response library, further enhancing 
the AI’s effectiveness over time. 
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Benefits of this approach 

Average response time 
Several hours 

First contact resolution rate 
Lower 

Support  agent productivity 
Lower 

Compliance and consistency 
score 
Lower consistency 

Customer satisfaction 
Lower satisfaction 

Feedback loop 
Slower updates 

Average response time 
Minutes 

First contact resolution rate 
Higher 

Support  agent productivity 
More cases per agent 

Compliance and consistency 
score 
Improved compliance 

Customer satisfaction 
Higher satisfaction 

Feedback loop 
Faster, frequent updates 

Key metrics: Before and after AI 

Metrics 
The adoption of AI-powered response generation has driven a major 
transformation in customer support performance. 

Key improvements include: 

• Response time: Reduced by 75% (from ~40 minutes to ~10 minutes), 
enabling rapid service 

• Initial response time: Increased, resolving more issues in the initial 
interaction 

• Agent productivity: Higher efficiency, allowing agents to handle more 
cases 
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• Compliance and consistency: Improved adherence to guidelines with 
fewer deviations 

• Customer satisfaction: Significant uplift in customer experience and 
sentiment 

• Feedback loop: Faster and frequent updates, ensuring continuous 
improvement 

Metric Pre-AI 
performance 

Post-AI 
performance 

Incremental 
response time 

Impact of AI 

Average 
response time 

~ 40 Mins 🐢 ~ 10 minutes ⚡ 75% reduction, 
leading to 
significantly 
faster service 

Initial response 
time 

95.26% 97.34% 👍 Faster first 
response 
with possible 
resolution 

Support agent 
productivity 

Fewer cases per 
agent 🐌 

More cases per 
agent  💼 

Increased agent 
efficiency and 
capacity. 

Compliance and 
consistency 
score 

Occasional 
deviations ⚠ 

Fewer 
deviations, 
improved 
compliance ✅ 

Enhanced 
adherence to 
guidelines and 
consistency in 
responses. 

Customer 
satisfaction 

Average 😞 Higher 😊 Improved 
customer 
experience and 
sentiment. 

89.72% 🔃 98.13% 🔄 Quicker 
adaptation and 
continuous 
improvement of 
response time 
and quality. 

Overall impact: AI has made customer support faster, more accurate, 
consistent and customer-centric, while boosting operational efficiency and 
adaptability. 

Best practices for 
implementation 
To maximize the benefits of the AI-powered customer support response 
generation, organizations must focus on ongoing maintenance and staff 
development: 

• Ensure content accuracy: Regularly update and review the approved 
response document to maintain its relevance and accuracy. 
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• Develop staff proficiency: Train support personnel on how to effectively 
review and approve the AI-generated responses. 

• Uphold oversight for sensitive issues: Implement clear guidelines to 
ensure that sensitive topics and complex edge cases are handled with 
necessary human intervention. 

• Drive continuous improvement: Monitor customer feedback and 
satisfaction metrics to identify opportunities for further enhancements. 

Conclusion 
Integrating AI models like Gemini with a curated library of approved 
customer responses establishes a robust workflow that combines 
efficiency, consistency and quality. In practice, this hybrid AI-human system 
automates the initial drafting of replies and channels them through human 
approval, enabling organizations to address customer needs more quickly 
without compromising communication standards. For instance, companies 
using this approach have reduced response times by 75% while maintaining 
customer satisfaction scores above industry averages. This clear, 
step-by-step process not only accelerates support but also ensures that 
every interaction meets the organization’s standards. As AI technology 
continues to advance, this adaptable strategy provides a scalable solution 
for modern customer support operations. 

Looking ahead: Smarter 
support with NotebookLM 
We’re planning one exciting change for the future: moving our support 
documents to NotebookLM, an AI-powered tool. Here’s what that means for 
you: 

• Everything in one place: Find guides, tickets and notes with a single 
search. 

• Quick answers: Get instant summaries and ready-to-use replies, saving 
time for everyone. 

• Fewer escalations: Agents will have better info to solve tough problems 
without passing them on. 

• Always current: The knowledge base updates automatically, so it’s 
always accurate. 

We’re excited about how this will make customer support smarter and faster 
for everyone! 

References  
• https://deepmind.google/models/gemini/ 
• https://notebooklm.google/ 
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