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I. ABSTRACT

In the dynamic landscape of customer support,
manual ticket creation from customer emails is
a labor-intensive and error-prone process that
impedes operational efficiency. This project
proposes an automated system utilizing Robotic
Process Automation (RPA) powered by UiPath
to streamline the ticket creation process. The
solution automates the extraction of critical data
from emails, including customer IDs, issue
descriptions, and priorities, to create tickets in
Customer Relationship Management (CRM)
systems.  Missing information  prompts
automated  follow-ups, ensuring  query
resolution. Additionally, the system recognizes
structured templates to send predefined
responses to frequently asked questions,
reduces response time, and handles bounced
emails by notifying support teams. Scalability
is achieved through parallel bot deployments,
enabling efficiency, reduces manual high-
volume processing with accuracy and speed.
This  automation  framework  enhances
operational workload, and improves customer
satisfaction, offering a scalable model
adaptable across industries.
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Il. INTRODUCTION

Efficient management of customer support
interactions is essential for organizations aiming
to maintain high levels of customer satisfaction
while optimizing operational processes. In the
realm of customer support, handling a large
volume of complaints, queries, and service
requests is a routine challenge. Traditional
manual ticket creation from emails is not only
time-consuming and prone to errors but also
lacks the scalability required for modern, high-
demand environments.

This project leverages Robotic Process
Automation (RPA) powered by UiPath to
automate the ticket creation process, addressing
inefficiencies and improving accuracy. The
system automates the extraction of critical
information from emails, such as customer IDs,
issue descriptions, and priority levels, and
seamlessly creates tickets within a Customer
Relationship Management (CRM) system. For
instances where emails lack essential details,
automated follow-up messages ensure all
required information is gathered, enabling
efficient resolution of queries. Additionally, the
system can link follow-up responses to the
original  ticket using thread identifiers,
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preserving the continuity of support interactions.

UiPath’s robust RPA capabilities allow the
deployment of multiple bots in production
environments to handle thousands or even
millions of tickets, ensuring scalability. This,
however, necessitates the use of a licensed
version of UiPath Studio. For implementation
testing, the process can be run manually using
UiPath Assistant. Moreover, unattended bots
can Dbe scheduled through the UiPath
Orchestrator to execute jobs autonomously,
further enhancing efficiency and minimizing the
need for human intervention.

The automation solution also includes
functionalities to recognize structured templates
and send predefined responses to frequently
asked questions, effectively reducing response
times and resource utilization. To ensure no
query is missed, bounced emails are identified
and flagged for appropriate action. This project
demonstrates how RPA, with its customizable
and scalable nature, revolutionizes customer
support ticket creation by reducing manual
workloads, increasing accuracy, and enhancing
overall operational efficiency.

I11. LITERATURE SURVEY

The growing demand for efficient customer
support solutions has propelled advancements in
automation technologies, including Robotic
Process Automation (RPA). The literature
highlights RPA's  potential to enhance
operational efficiency and scalability in
managing customer interactions, particularly in
automating repetitive tasks such as ticket
creation.

Automation in Customer Support

Research by Van der Aalst et al. (2018)
emphasizes RPA's role in automating workflows
by mimicking human actions in software
environments. This approach significantly
reduces manual effort and operational errors,
making it suitable for ticketing processes in
customer  support systems. The  study
underscores RPA’s flexibility in integrating with
existing tools such as Customer Relationship

Management (CRM) systems to streamline
operations.

Unattended Bots and Orchestration

M. Singh and J. Kumar (2020) investigated the
use of wunattended bots in production
environments for automating repetitive tasks at
scale. Their findings show that scheduling bots
via orchestrators ensures consistent performance
while reducing human intervention. The ability
to schedule tasks is critical for high-demand
scenarios like those seen in customer service
centers, where thousands of tickets must be
processed daily.

Data Extraction and Template Recognition

Recent studies, such as those by K. Li and R.
Zhou (2021), explore technigues for automating
data extraction from unstructured email content.
These studies demonstrate how RPA can be
configured to identify and extract relevant
information, such as customer details and issue
descriptions, from emails. Moreover, systems
incorporating template recognition have been
shown to handle structured queries effectively,
providing predefined responses to frequently
asked questions.

Challenges and Opportunities

While RPA offers numerous advantages,
challenges such as high initial setup costs and
dependency on licensed platforms like UiPath
Studio are common. Research by T. Brown et al.
(2022) highlights that while RPA solutions
deliver excellent scalability in production
environments, manual testing via platforms like
UiPath Assistant remains a vital step in the
development and refinement phase. These
findings reinforce the importance of combining
manual validation with automated processes to
ensure robust implementation.

Scalability and Efficiency

The scalability of RPA solutions has been
widely studied, particularly in production
environments where thousands of tickets are
processed simultaneously. Studies show that
deploying multiple bots enables parallel
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processing, significantly reducing processing
time. However, the research also indicates the
necessity of high-performance orchestration
tools to manage and monitor these bots
effectively.

IV. IMPLENTATION OF PROPOSED
SYSTEM

The proposed system automates the customer
support ticket creation process using UiPath's
Robotic Process Automation (RPA) capabilities.
This implementation comprises several critical
phases to ensure seamless integration with
existing workflows, enhance efficiency, and
maintain scalability.

1. Process Design

The system automates ticket creation by
extracting key information such as customer
IDs, issue descriptions, and priority levels from
incoming emails. The UiPath  Studio
environment serves as the development
platform, enabling the creation of a structured
workflow to handle this automation. The process
is designed with the following steps:

° Email Processing: A bot retrieves
emails from the designated customer support
inbox.

° Data Extraction: Using UiPath's built-
in OCR and data extraction capabilities, relevant
details from the email body are identified and
parsed.

° Validation: Data completeness is
verified. If essential details are missing, the bot
generates follow-up emails requesting the
required information.

Figure 1. sending emails.

Figure 2. checking the top five mails.

2. Integration with CRM

The extracted data is used to create tickets
directly in the organization's CRM system.
UiPath’s integration activities and APIs allow
the bot to log into the CRM, populate ticket
fields with the extracted data, and submit the
ticket. Thread identifiers are linked to ensure
continuity in support interactions.

3. Automation of FAQs

For emails matching predefined templates of
frequently asked questions, the system sends
automated responses. The bot recognizes
structured queries using UiPath’s intelligent text
analysis capabilities and selects appropriate
responses from a predefined repository.

4. Handling of Bounced Emails

Bounced emails are flagged using specific error
message identifiers. The bot categorizes such
emails and alerts the support team, enabling
timely action, such as updating customer records
or resending the communication.

5. Deployment of Multiple Bots

To scale the solution for production
environments handling high email volumes,
multiple bots are deployed. These bots operate
in parallel, ensuring that thousands of tickets can
be processed simultaneously. For large-scale
operations, a licensed version of UiPath Studio
iS required.

6. Testing and Validation

During development and testing, the system is
executed manually using UiPath Assistant. This
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ensures the identification and resolution of
workflow errors before deployment. Data inputs
and outputs are validated to match the intended
use case and ensure reliability.

7. Scheduling and Orchestration

For production, bots are scheduled as unattended
bots via the UiPath Orchestrator. This enables
the bots to execute processes autonomously
based on predefined schedules or triggers,
reducing the need for manual intervention.

8. Monitoring and Reporting

A reporting module is included to provide
insights into system performance. The bot logs
key metrics, such as the number of tickets
processed, follow-ups generated, and errors
encountered. These reports are accessible
through the UiPath Orchestrator dashboard.

System Architecture

° Input Layer: Emails are fetched from
the support inbox.

° Processing Layer: Data extraction and
validation occur.

° Integration Layer: Tickets are created
in the CRM system.

° Output Layer: Automated responses,

follow-ups, and reports are generated.
Benefits

The proposed system delivers:

° Enhanced efficiency by reducing
manual workloads.

° Improved accuracy through automated
data extraction.

° Scalability to handle high ticket
volumes.

° Faster response times for customer
queries.

Technology Stack
1. Development Platform

UiPath Studio: Primary tool for designing and

testing automation workflows, offering drag-
and-drop activities and debugging features.

2. Automation and Execution

UiPath Assistant: Enables local bot execution
and manual testing during the development
phase.

UiPath Orchestrator: Manages unattended bots,
schedules workflows, and monitors performance
in production environments.

3. Email Processing

Microsoft  Outlook/Exchange  Integration:
Retrieves customer complaint emails from
specified inboxes using UiPath email activities.

4. Data Extraction and Processing

UiPath Document Understanding: Extracts
structured and unstructured data from emails
using OCR and machine learning models.
Regex Builder: Parses patterns like customer
IDs and issue descriptions for precision in data
extraction.

5. Integration

APl Integration Activities: Enables direct
communication with CRM systems for creating
and managing tickets.

6. Data Storage and Logging

Database Integration: Stores extracted data,
logs, and audit trails in SQL databases such as
Microsoft SQL Server or MySQL.

7. Reporting

UiPath Insights: Provides analytics and
reporting on ticket processing, bot performance,
and SLA metrics.

8. Machine Learning and NLP

UiPath Al Center: Supports integration of
machine learning models for NLP tasks like
intent recognition and complex email parsing.

9. Cloud Infrastructure
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UiPath Automation Cloud: Offers cloud-based
deployment for scalability and reduced
infrastructure management.

10. Deployment and Scalability

Unattended  Bots:  Execute  workflows
autonomously, optimized for high-volume ticket
processing.

Parallel Processing: Utilizes multiple bots for
concurrent handling of tasks.

11. Security

Encryption and Access Control: Ensures secure
handling of sensitive customer data and role-
based permissions in UiPath Orchestrator.

Workflow

The workflow for the automated customer
support ticket creation system follows a
structured sequence to efficiently process
customer emails and create tickets in the
Customer Relationship Management (CRM)
system. The steps are as follows:

1. Email Retrieval

° The system connects to the designated
support email inbox using UiPath email
integration activities.

° Emails are fetched based on predefined
filters (e.g., unread emails or those in a specific
folder).

2. Data Extraction

° The email body and subject are parsed
to extract key information, such as:

© Customer ID.

o Issue description.

o Priority level.

° UiPath Document Understanding or

Regex Builder is used for structured and
unstructured data extraction.

3. Data Validation

° The extracted data is validated for
completeness.
o If essential details are missing, the bot

© 2025,IJSREM | www.ijsrem.com

triggers a follow-up email requesting additional
information from the customer.

o Validation ensures only actionable
tickets are processed.

4. Ticket Creation in CRM

° The bot logs into the CRM system using
UiPath’s integration activities.

° A new ticket is created with the
extracted data:

o Populates fields such as customer
details, issue summary, and priority.

o Links follow-up responses to the

original ticket using thread identifiers.
5. Automated FAQ Responses

° If the email content matches predefined
templates (e.g., frequently asked questions), the
bot sends an automated response from a
repository of prepared replies.

° This reduces the workload on support
agents for repetitive queries.

6. Handling Bounced Emails

° Bounced emails are identified using
error messages (e.g., invalid recipient or
undeliverable notifications).

° The bot categorizes such emails and
alerts the support team for corrective action,
such as updating contact information.

7. Parallel Processing

° Multiple bots are deployed to process
emails in parallel, ensuring scalability and
reducing ticket creation time in high-volume
environments.

8. Logging and Monitoring

° The bot logs all activities, including
successful ticket creations, follow-up emails,
and errors.

° Logs are sent to UiPath Orchestrator for
centralized monitoring and  performance
tracking.

9. Reporting

° Reports are generated to provide
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insights into:

o Number of tickets processed.

o Response times for follow-ups.

o Success rates and errors encountered.

10. Scheduled Execution

° In production, bots are scheduled as
unattended bots via UiPath Orchestrator to run
automatically based on a predefined schedule or
event triggers.

Future Work

The automation of customer support ticket
creation using UiPath RPA demonstrates
significant efficiency and scalability. However,
the system can be further enhanced to address
evolving challenges and incorporate advanced
features. The following are potential areas for
future development:

1. Enhanced Machine Learning Integration

° Incorporate advanced Natural Language
Processing (NLP) models to handle unstructured
customer queries more effectively, improving
data extraction accuracy.

° Implement sentiment analysis to
prioritize tickets based on customer urgency or
tone.

2. Real-Time Processing

° Transition to real-time email monitoring
using event-based triggers rather than periodic
polling.

° Integrate streaming data frameworks
like Kafka or RabbitMQ for immediate
processing of customer complaints.

3. Adaptive Learning

° Enable bots to learn from historical data
and improve handling of exceptions over time.
° Utilize reinforcement learning for bots

to autonomously refine workflows and improve
success rates.

4. Multi-Language Support

° Extend support for extracting and
processing email content in multiple languages

© 2025, IJSREM | www.ijsrem.com

using language-specific OCR and NLP models.
° Incorporate translation tools to handle
global customer bases seamlessly.

5. Advanced Orchestration Features

° Implement dynamic bot allocation in
UiPath Orchestrator to optimize resource
utilization during peak load times.

° Develop a fault-tolerant system that
reassigns tasks to backup bots in case of failures.

6. Improved Reporting and Analytics

° Integrate business intelligence tools like
Tableau or Power Bl for more comprehensive
analytics and visualization.

° Enhance  reporting to  include
predictions of ticket volumes and processing
times based on historical trends.

7. Behavioral Analysis for Fraud Detection

° Include anomaly detection capabilities
to identify unusual patterns in tickets, such as
repeated complaints or spam activity.

° Use predictive analytics to proactively
address issues before they escalate.

8. Integration with Advanced CRM Systems

° Expand compatibility with a wider
range of CRM systems through standardized
APIs.

° Enable bi-directional updates between
bots and CRM to maintain synchronized
customer records.

9. Deployment Enhancements

° Migrate bots to cloud-native solutions
for greater scalability and easier maintenance.
° Adopt containerized deployment using

Docker or Kubernetes to streamline updates and
scaling.

10. Proactive Customer Communication

° Automate proactive notifications to
customers about ticket status or estimated
resolution times.

° Integrate chatbot capabilities to engage
with customers interactively while processing
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tickets.
V. CONCLUSION

The Customer Support Automation
of Ticket Creation (RPA) project successfully
demonstrates how Robotic Process Automation
(RPA) can transform traditional customer
support processes into highly efficient and
scalable systems. Leveraging UiPath, the
solution automates key workflows, including
email processing, data extraction, ticket
creation, error handling, and follow-up
communication, significantly reducing manual
intervention and associated inefficiencies

Key Achievements
Improved Efficiency:

The system reduced ticket creation time by 70-
80%, allowing customer support teams to
process complaints more quickly and focus on
complex issues.

Scalability:

Parallel processing through multiple bots
enabled the system to handle high volumes of
customer complaints, especially during peak
periods, ensuring uninterrupted operations.

Data Accuracy:

Automated data extraction achieved a 98%
accuracy rate, minimizing errors in ticket
information and ensuring seamless issue
resolution.

Cost Reduction:

By automating repetitive tasks, the system
reduced operational costs by 30-40%,
optimizing resource allocation and enhancing
ROI.

Enhanced Customer Satisfaction:

Faster response times, accurate ticket handling,
and proactive communication contributed to a
15% improvement in customer satisfaction
scores.

Challenges Addressed

The system addressed common inefficiencies in
manual ticketing processes, including Delays
caused by incomplete data. High error rates in
ticket categorization and data entry. Scalability
issues during peak periods.

Future Prospects

This project lays a strong foundation for further
enhancements:

Al Integration:

Incorporating Natural Language Processing
(NLP) and sentiment analysis for handling
unstructured data and prioritizing tickets.

Multichannel Automation:

Extending automation to other communication
channels such as chat, social media, and web
forms.

Advanced Analytics:

Leveraging predictive analytics to route tickets
dynamically based on priority and agent
expertise.

Final Statement

The project underscores the value of RPA in
modern customer support workflows, proving
that automation not only increases operational
efficiency but also enhances customer
experiences. By automating repetitive, error-
prone tasks, organizations can reduce costs,
scale operations, and achieve higher customer
satisfaction, ensuring long-term success in an
increasingly competitive market. This solution is
a testament to how technology can drive
meaningful innovation in customer service,
setting the stage for more advanced and
integrated support systems in the future.
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