-

| : - = smartData™ ? " E |
Auto-Pilot - Al Email Automation for Enquiries T ,) oA

1
i

Project Summary

Best Roadways Limited, a high-volume logistics and transportation enterprise, faced significant operational inefficiencies due to manual handling of inbound transport
Inquiries across multiple email inboxes. Sales teams were spending excessive time parsing unstructured emails, drafting quotations, and following up - resulting in
delays, missed opportunities, and inconsistent responses. smartData designed and developed Auto-Pilot, an Al-powered inquiry management platform built on a
Python/Django backend, React frontend, PostgreSQL database, and Gemini-based workflow intelligence hosted on GCP. The system automatically captures incoming
iInquiries, classifies them into Type A (complex formal quotations) or Type D (simple rate replies), extracts key logistics data, generates professional quotations or rate reply
emails, and manages follow-ups through to closure. The platform introduced centralized inquiry tracking with unique IDs, role-based dashboards for approvers, auto-
approval workflows for pre-cleared clients, and real-time status visibility - eliminating manual intervention across the full inquiry-to-closure cycle.

Problem Statement

The client's sales and pricing teams were manually managing a large volume of inbound transport inquiries across multiple email inboxes, with no centralised system
to capture, track, or prioritise requests. Every inquiry whether a complex multi-vehicle quotation or a simple spot rate request - required a team member to read,
interpret, extract logistics data, draft a response, and manually follow up. This led to inconsistent response quality, delayed turnaround times, and a high risk of
inquiries being missed or duplicated during peak volumes.

There was no structured differentiation between complex formal quotations (Type A) and simple rate replies (Type D), forcing teams to apply the same manual effort
regardless of inquiry complexity. The absence of workflow automation, approval hierarchies, and real-time status visibility meant that management had no clear
picture of pipeline health, inquiry conversion rates, or follow-up effectiveness. Scalability was a critical concern - growing inquiry volumes could not be absorbed

without a proportional increase in headcount.

Approach / Solution

Pillar / Pattern

smartData designed and delivered Auto-Pilot, an Al-native inquiry management platform, under an Agile Scrum delivery model with 2-week sprints and CMMI Level 3
governance. The architecture was built on a Python/Django backend with Django REST Framework for APl services, a React frontend for responsive dashboards,
PostgreSQL as the primary database, and Gemini-based Al for workflow intelligence - all hosted on GCP with Docker-based DevOps and CI/CD pipelines.

The core of the solution is a dual-path inquiry workflow: inbound emails are automatically fetched from multiple IMAP/SMTP mailboxes, classified into Type A (complex
quotations) or Type D (simple rate replies) using NLP-based parsing, and routed into separate automation tracks. For Type A, the system extracts structured logistics data,
prepares a formal quotation using predefined templates, and sends it via email with full communication logging. For Type D, a concise rate reply email is drafted and
either auto-sent for pre-approved clients or routed through a one-click approval workflow.

A human-in-the-loop design was applied for Phase 1 rate input - all pricing decisions remain with the client's team, with the Al handling structure, formatting, delivery,
and follow-up. Role-based dashboards (Admin / Approver / Viewer) provide real-time visibility into inquiry pipeline, status, and follow-up schedules. The platform was
built modularly to support phased expansion into advanced bidding workflows in subsequent phases.

Technical Challenges

- Challenges - How We Solved It

% Implemented Gemini-based NLP extraction with field-level confidence scoring and a fallback
Ul prompt that surfaces missing or ambiguous fields to a human operator for correction before
the workflow proceeds.

% Parsing highly unstructured free-text emails with varying formats, languages, and attachment
types (PDF, Excel, inline tables) to reliably extract logistics fields like origin, destination,

vehicle type, and cargo specs.

% Designed a mailbox session manager with per-account UID tracking and idempotent inquiry
creation logic, ensuring each email is captured exactly once regardless of polling frequency or
network interruptions.

%W Building a reliable multi-mailbox connector that handles IMAP/SMTP connections across
different email providers, manages deduplication of threaded replies, and avoids re-

processing already-captured inquiries.
% Applied a strategy pattern in the backend workflow engine - a common InquiryProcessor base

% Designing a dual-workflow system (Type A and Type D) that shares a common inquiry capture class with separate TypeAHandler and TypeDHandler implementations, keeping shared logic
and tracking layer but diverges significantly in processing logic, output format, and approval (capture, status updates, follow-ups) in one place while allowing independent evolution of
rules without creating code duplication. each path.
| ,
Learning

Early alignment on the Type A vs Type D distinction was critical - the dual-path workflow architecture would have been significantly harder to retrofit had this not been clarified in the discovery phase. Future
pods should invest time in mapping all inquiry variants before committing to the data extraction schema. The human-in-the-loop constraint on Phase 1 pricing (no Al rate prediction) was a deliberate trust-

building decision by the client, not a technical limitation. Framing Al assistance around decision support rather than decision replacement helped accelerate client sign-off on the broader automation scope.
For logistics clients with multiple email identities (pricing@, sales@, keyaccounts@), plan for mailbox-to-workflow mapping as a configurable admin feature from day one - retrofitting this mid-sprint created

avoidable rework.
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