customer request management system

customer request management system is a critical tool for businesses aiming
to enhance customer satisfaction and streamline service operations. This
system centralizes and automates the handling of customer inquiries,
complaints, and service requests, ensuring prompt and organized responses. By
implementing an effective customer request management system, organizations
can improve communication efficiency, reduce response times, and increase
overall customer loyalty. The system supports various channels such as email,
phone, social media, and web forms, integrating all requests into a single
platform. Additionally, it provides analytics and reporting features that
help identify trends and areas for service improvement. This article explores
the essential aspects of customer request management systems, including their
features, benefits, implementation strategies, and best practices for
maximizing their value.
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Understanding Customer Request Management
Systems

A customer request management system is a software solution designed to
handle and track customer service requests efficiently. It acts as a
centralized hub where all customer inquiries, whether they are complaints,
feedback, or service requests, are logged and managed. This system
facilitates communication between customers and service teams, ensuring that
every request is acknowledged and addressed in a timely manner.

The Role of Customer Request Management Systems in
Business

These systems play a pivotal role in maintaining high standards of customer
service by providing transparency and accountability. They help organizations



monitor the progress of each request, assign tasks to appropriate personnel,
and ensure that deadlines are met. By automating routine tasks, the system
reduces human error and frees up staff to focus on more complex customer
issues.

Types of Customer Requests Managed
Customer request management systems handle a variety of request types,
including:

e Product inquiries and information requests

e Technical support and troubleshooting

e Billing and payment questions

e Complaints and service recovery

e Order tracking and delivery updates

Key Features of an Effective Customer Request
Management System

To maximize efficiency, a customer request management system must incorporate
several key features. These features enable seamless handling of customer
interactions and ensure a high level of service quality.

Multi-Channel Support

An effective system integrates multiple communication channels such as email,
phone, live chat, social media, and web forms. This ensures that customers
can submit requests through their preferred method, while all inputs are
aggregated into a unified interface for ease of management.

Automated Ticketing and Workflow Management

Automated ticketing converts incoming requests into tickets that can be
tracked and managed systematically. Workflow management tools help assign
tickets to the right agents, set priorities, and monitor progress, ensuring
no request is overlooked or delayed.



Reporting and Analytics

Advanced reporting features provide insights into request volumes, response
times, customer satisfaction, and agent performance. These analytics help
businesses identify bottlenecks, optimize processes, and make data-driven
decisions to improve customer service.

Self-Service Portals

Many systems offer self-service portals where customers can submit requests,
track their status, and access FAQs or knowledge bases. This reduces the
volume of direct inquiries and empowers customers to resolve common issues
independently.

Benefits of Implementing a Customer Request
Management System

Adopting a customer request management system offers numerous advantages that
directly impact customer experience and operational efficiency.

Improved Response Times

By automating the intake and routing of requests, these systems ensure faster
responses, reducing customer wait times and enhancing satisfaction.

Enhanced Customer Satisfaction

Consistent and transparent communication fosters trust and loyalty. Customers
appreciate timely updates and resolutions, which a good system facilitates.

Increased Productivity

Automation reduces manual workload, allowing support teams to focus on
complex issues. Standardized processes also minimize errors and redundant
efforts.

Better Resource Allocation

Insights from the system’s analytics enable managers to allocate staff and
resources more effectively based on demand patterns and request types.



Compliance and Documentation

Customer request management systems maintain detailed records of all
interactions, supporting compliance requirements and providing valuable
documentation for dispute resolution.

How to Choose the Right Customer Request
Management System

Selecting the appropriate system requires careful evaluation of
organizational needs, budget, and desired features.

Assess Business Requirements

Consider the volume and types of customer requests, preferred communication
channels, and integration needs with existing software such as CRM or ERP
systems.

Evaluate Scalability and Flexibility

Choose a system that can grow with the business and adapt to changing
customer service strategies without requiring costly replacements.

Review User Experience

The system should be intuitive for both customers and service agents to
ensure high adoption rates and minimal training requirements.

Consider Vendor Support and Security

Reliable vendor support and robust data security measures are essential to
maintain system performance and protect sensitive customer information.

Cost-Benefit Analysis

Analyze the total cost of ownership, including licensing, implementation,
maintenance, and potential productivity gains or cost savings.



Best Practices for Customer Request Management

Implementing best practices ensures maximum effectiveness and customer
satisfaction from a customer request management system.

Standardize Processes

Develop clear guidelines and workflows for handling different types of
requests to ensure consistency and efficiency.

Train Customer Service Teams

Regular training improves agent skills in using the system and managing
customer interactions professionally.

Leverage Automation Wisely

Automate routine tasks such as ticket creation and status updates but
maintain a personal touch for complex or sensitive cases.

Monitor and Improve Continuously

Use system analytics to track performance metrics and implement improvements
based on customer feedback and operational data.

Encourage Customer Feedback

Soliciting and analyzing feedback helps identify service gaps and
opportunities for enhancing the customer experience.

Challenges and Solutions 1in Customer Request
Management

Despite the benefits, organizations may face challenges when managing
customer requests, which can be mitigated through strategic approaches.

Handling High Volumes of Requests

Peak demand periods can overwhelm systems and staff. Implementing robust
automation and prioritization protocols helps manage workload effectively.



Integrating Multiple Systems

Disparate software solutions can create data silos. Selecting systems with
open APIs or integration capabilities facilitates seamless data flow and
unified customer views.

Maintaining Data Security and Privacy

Managing sensitive customer data requires compliance with regulations and
strong cybersecurity measures to protect against breaches.

Ensuring Consistent Customer Experience

Variability in agent responses can harm brand reputation. Standardized
scripts, training, and quality assurance programs help maintain consistency.

Adapting to Changing Customer Expectations

Customer preferences evolve rapidly. Regular system updates and flexibility
in communication channels ensure the management system remains relevant.

Frequently Asked Questions

What is a customer request management system?

A customer request management system is a software solution designed to
capture, track, and manage customer inquiries, complaints, and service
requests efficiently to improve customer satisfaction and operational
workflows.

How does a customer request management system
improve customer service?

It streamlines the handling of customer requests by automating ticket
creation, prioritizing issues, providing tracking capabilities, and enabling
faster resolution, leading to enhanced customer experience and satisfaction.

What features should I look for in a customer
request management system?

Key features include multi-channel request capture (email, chat, phone),
automated ticketing, prioritization and escalation, real-time tracking,
analytics and reporting, integration with CRM systems, and customizable



workflows.

Can a customer request management system integrate
with other business tools?

Yes, most modern customer request management systems offer integrations with
CRM platforms, email systems, chatbots, and other business tools to create a
seamless workflow and centralized data management.

Is a customer request management system suitable for
small businesses?

Absolutely. Many customer request management systems offer scalable solutions
and pricing models tailored for small businesses, helping them manage
customer interactions effectively without large IT investments.

How does automation in a customer request management
system benefit my company?

Automation reduces manual workload by automatically categorizing, assigning,
and escalating requests, which accelerates response times, minimizes errors,
and allows staff to focus on more complex tasks.

What are the security considerations for
implementing a customer request management system?

Security considerations include data encryption, user access controls,
compliance with data protection regulations (like GDPR), secure data storage,
and regular security audits to protect sensitive customer information.

Additional Resources

1. Mastering Customer Request Management: Strategies for Success

This book offers comprehensive insights into building and optimizing customer
request management systems. It covers best practices, key technologies, and
effective workflows to enhance customer satisfaction. Readers will learn how
to streamline processes and improve communication between support teams and
customers.

2. Implementing CRM Systems for Customer Request Handling

Focused on the practical aspects of deploying CRM solutions, this book guides
readers through selecting, customizing, and integrating CRM software to
manage customer requests efficiently. It includes case studies and tips for
overcoming common implementation challenges.

3. Customer Service Excellence: Managing Requests with Technology
This title explores the role of technology in elevating customer service



through effective request management. It discusses tools such as ticketing
systems, AI chatbots, and automated workflows that help organizations respond
quickly and accurately to customer needs.

4. Designing User-Centric Customer Request Systems

Aimed at UX designers and product managers, this book delves into creating
intuitive and user-friendly interfaces for customer request management
systems. It emphasizes user experience principles and how to gather and
incorporate customer feedback to improve system design.

5. Analytics and Reporting in Customer Request Management

This book highlights the importance of data analytics in monitoring and
improving customer request processes. Readers will learn how to set up
meaningful KPIs, generate reports, and use data-driven insights to enhance
service quality and operational efficiency.

6. Agile Approaches to Customer Request Management

Introducing agile methodologies tailored for customer support teams, this
book explains how iterative and flexible practices can improve request
handling. It covers sprint planning, continuous improvement, and
collaboration techniques that lead to faster resolution times.

7. Integrating AI in Customer Request Management Systems

This title focuses on the integration of artificial intelligence technologies
like machine learning and natural language processing in managing customer
requests. It explores automation, predictive analytics, and AI-driven
customer interactions that optimize workload and improve service levels.

8. Security and Compliance in Customer Request Management

Addressing critical concerns of data privacy and regulatory compliance, this
book provides guidelines to secure customer information within request
management systems. It discusses legal frameworks, risk management, and best
security practices to protect both customers and organizations.

9. Scaling Customer Request Management for Growing Businesses

Ideal for companies experiencing growth, this book offers strategies to scale
customer request management systems without sacrificing quality. It covers
infrastructure planning, team expansion, and process standardization to
handle increasing volumes effectively.
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customer request management system: Architecture and Patterns for IT Service
Management, Resource Planning, and Governance Charles T. Betz, 2011-11-02 Information
technology supports efficient operations, enterprise integration, and seamless value delivery, yet
itself is too often inefficient, un-integrated, and of unclear value. This completely rewritten version
of the bestselling Architecture and Patterns for IT Service Management, Resource Planning and
Governance retains the original (and still unique) approach: apply the discipline of enterprise
architecture to the business of large scale IT management itself. Author Charles Betz applies his
deep practitioner experience to a critical reading of ITIL 2011, COBIT version 4, the CMMI suite, the
IT portfolio management literature, and the Agile/Lean IT convergence, and derives a value stream
analysis, IT semantic model, and enabling systems architecture (covering current topics such as
CMDB/CMS, Service Catalog, and IT Portfolio Management). Using the concept of design patterns,
the book then presents dozens of visual models documenting challenging problems in integrating IT
management, showing how process, data, and IT management systems must work together to enable
IT and its business partners. The edition retains the fundamental discipline of traceable process,
data, and system analysis that has made the first edition a favored desk reference for IT process
analysts around the world. This best seller is a must read for anyone charged with enterprise
architecture, IT planning, or IT governance and management. - Lean-oriented process analysis of IT
management, carefully distinguished from an IT functional model - Field-tested conceptual
information model with definitions and usage scenarios, mapped to both the process and system
architectures - Integrated architecture for IT management systems - Synthesizes Enterprise
Architecture, IT Service Management, and IT Portfolio Management in a practical way

customer request management system: Essential Information Systems Service Management
Patel, Rahul K., 2024-09-27 As organizations navigate the complexities of modern information
systems management (ISM), they face many challenges. Rapid technological advancements,
changing workplace structures, and mainstreaming remote work have underscored the need for
clear roles, responsibilities, and methods for interaction within ISM groups and with external
stakeholders. This lack of clarity can lead to inefficiencies, inconsistencies, and even breakdowns in
communication, hindering the organization's ability to manage its information systems effectively.
Essential Information Systems Service Management serves as a comprehensive solution to the
challenges of modern ISM. It uniquely compiles critical roles, responsibilities, workflows, processes,
functions, and methods for successfully managing contemporary information systems. By providing a
clear roadmap, this book empowers practitioners and students to navigate the evolving professional
landscape confidently and competently, ensuring they can contribute effectively to their
organizations.

customer request management system: Service Management For Dummies Judith S.
Hurwitz, Robin Bloor, Marcia Kaufman, Fern Halper, 2009-06-02 A plain-English guide to managing
IT from the customer's perspective Practical guidance on delivering and managing IT so that it
meets the multiple needs and demands of a company and its customers and end-users-both inside
and outside the organization-is hard to come by; this accessible book takes a common-sense
approach that explains exactly what IT services are and how to fit them most effectively into a
business Topics include setting a framework, keeping costs down, improving efficiency, and
maintaining standards and best practices This concept of how IT should be wired specifically into
the goals and need of the company and its customers is part of a broader picture that includes ITIL,
BPM, SOA, and Six Sigma

customer request management system: Agile project and service management Dorothy ].
Tudor, 2010-07-28 The failure effectively to sustain IT systems and react to change - due to the huge
investments that organisations make in these systems - is likely to impact on an organisation's
bottom line. This means that an ad hoc approach to IT Service management is not an option. It is
vital to focus on business value, good ROI, speed to market, and delivery of solutions in response to
change. Agile approaches mean an incremental method to change, early delivery of business value,
and collaborative work towards change. Understanding and employing ITIL, PRINCE2, and DSDM



together can provide the potential for a well run infrastructure which is responsive to change and
will not halt progress. This publication offers practical guidance on how to deliver an IT Service by
employing ITIL, PRINCE2, and DSDM Atern together and provides an overview of all three
approaches, and describes the benefits of each. It also describes the issues that arise from
implementing ITIL, the structure and content of PRINCE?2, the breadth of DSDM and how they fit
together, where the common areas sit, and where the specialities for each exist.

customer request management system: IT service management with FitSM Version 3 Anselm
Rohrer, Dierk Soellner, 2025-06-12 #html-body [data-pb-style=M6ADTQF],#html-body
[data-pb-style=R6MDHK9]{justify-content:flex-start;display:flex;flex-direction:column;background-p
osition:left
top;background-size:cover;background-repeat:no-repeat;background-attachment:scroll } In this book,
the authors draw upon their extensive experience in small and medium sized organizations to
provide a ‘practical and application-oriented path’ to address the many challenges in the world of IT
service management. Their approach is based upon the FitSM framework, distinguishing 82 concise
requirements. It draws upon the ISO/IEC 20000 standard and the COBIT and ITIL frameworks.
These requirements help organizations see through the details into what is important. The author’s
motto, drawn from FitSM, is “keep it simple”, describing ‘what’ needs to be done, and focusing on
14 core processes - reducing the size and complexity of an ITSM adoption. As the authors stress,
those requiring more can look to ITIL, COBIT or other extensive frameworks. For the authors, the
strength of the FitSM approach lies in the focus on the ‘requirements’ to be met for a functioning IT
service management system, supported by the ‘maturity assessment’ that provides a reference point
for continual improvement. Continual improvement needs to be a core capability. This second book
on FitSM provides practical tips and advice on how to use FitSM for small and medium sized IT
service providers and IT departments.This first book on FitSM might also interst you:{{widget
type=Magento\CatalogWidget\Block\Product\ProductsList
template=Magento CatalogWidget::product/widget/content/grid.phtml anchor text= id path=
show pager=0 products count=1 condition option=sku condition option value=978940181294C
type name=Catalog Products List
conditions encoded="["1":"[ aggregator : all’, new child :" ', type : Magento||CatalogWidget||M
odel||Rule||Condition||Combine", value :" 1" ~],"1--1":~[ operator : (), type : Magento||CatalogWid
get||Model||Rule||Condition||Product’, attribute : sku’, value ':'978940181294C" ~]"]
sort order=position by sku}}

customer request management system: Optical Networking Best Practices Handbook John R.
Vacca, 2006-10-25 Optical Networking Best Practices Handbook presents optical networking in a
very comprehensive way for nonengineers needing to understand the fundamentals of fiber,
high-capacity, high-speed equipment and networks, and upcoming carrier services. The book
provides a practical understanding of fiber optics as a physical medium, sorting out single-mode
versus multi-mode and the crucial concept of Dense Wave-Division Multiplexing.

customer request management system: Computing and Intelligent Systems Yanwen Wu,
2011-08-30 This six-volume-set (CCIS 231, 232, 233, 234, 235, 236) constitutes the refereed
proceedings of the International Conference on Computing, Information and Control, ICCIC 2011,
held in Wuhan, China, in September 2011. The papers are organized in two volumes on Innovative
Computing and Information (CCIS 231 and 232), two volumes on Computing and Intelligent Systems
(CCIS 233 and 234), and in two volumes on Information and Management Engineering (CCIS 235
and 236).

customer request management system: IT Service Management Ernest Brewster, Richard
Griffiths, Aidan Lawes, John Sansbury, 2012-05-08 ITIL® is a framework for IT service management
and provides best management practice to meet ISO/IEC 20k. The guide introduces ITIL to
Foundation Examination candidates and offers a practical understanding of IT service management.
This new edition is compatible with the 2011 update to ITIL®. It includes the following additional
processes: business relationship management; design coordination; strategy management for IT



services; transition planning and support. An ITIL® licensed product.

customer request management system: Service operation Great Britain. Office of
Government Commerce, 2007-05-30 This publication provides best-practice advise on all aspects of
managing the day-to-day operation of an organisation's IT services. It encompasses and supersedes
the operational aspects of the ITIL Service Support and Service Delivery publications and covers
most of the scope of ICT Infrastructure Management. it also incorporates operational aspects from
the Planning to Implement, Application Management, Software Asset Management and Security
Management publications.

customer request management system: Business Information Systems Witold
Abramowicz, 2009-04-28 Contains the refereed proceedings of the 12th International Conference on
Business Information Systems, BIS 2009, held in Poznan, Poland, in April 2009. This book includes
sections on ontologies in organizations, ontologies and security, Web search, process modeling,
process analysis and mining, and service-oriented architecture.

customer request management system: IT Service Management - Global Best Practices,
Volume 1, 2008-04-22 A very practical publication that contains the knowledge of a large number of
experts from all over the world. Being independent from specific frameworks, and selected by a
large board of experts, the contributions offer the best practical guidance on the daily issues of the
IT manager.

customer request management system: The Strategic Role of Software Customization
Matthias Bertram, 2016-06-30 Matthias Bertram aims to develop a deeper understanding of
software customization and its strategic role for software product management. Drawing on the
conceptual foundation of the resource-based view of the firm, such as resources, capabilities, and
dynamic capabilities, the author conducts two qualitative investigations: the first within vendor and
customer firms to develop an in-depth understanding of the value of software customization as well
as the vendor resources and capabilities necessary to successfully provide software customization
and the second on the vendor’s dynamic capabilities necessary to generate temporary competitive
advantage from software customization in product management activities.

customer request management system: Service Desk Manager Bootcamp Rob Botwright,
2024 [] Welcome to the Service Desk Manager Bootcamp! [] Are you ready to take your service desk
management skills to the next level? Introducing our exclusive book bundle: Service Desk Manager
Bootcamp: ITIL 4 Standards, KPI & SLA Management. [] In this comprehensive bundle, you'll gain
access to four essential books that cover everything you need to know to excel in service desk
management: [] BOOK 1: Service Desk Essentials: A Beginner's Guide to ITIL 4 Standard Get started
on the right foot with this beginner's guide to ITIL 4 Standard. Learn the core principles and
practices of IT service management and align IT services with business objectives. [] BOOK 2:
Mastering KPIs: Optimizing Service Desk Performance Unlock the secrets to optimizing service desk
performance with this book. Discover how to identify, define, and track key performance indicators
(KPIs) to enhance customer satisfaction and drive organizational success. [] BOOK 3: SLA Mastery:
Advanced Strategies for Service Desk Managers Take your SLA management skills to the next level
with advanced strategies and techniques. Learn how to negotiate, implement, and manage SLAs to
ensure compliance and alignment with business objectives. [] BOOK 4: Beyond Basics: Expert
Insights into Service Desk Management in the Digital Age Stay ahead of the curve with expert
insights into service desk management in the digital age. Explore innovative approaches, emerging
technologies, and best practices for delivering exceptional customer experiences. With over 3000
characters of expert guidance and practical strategies, this book bundle is your ticket to service
desk excellence. Whether you're a beginner looking to build a strong foundation or an experienced
manager seeking advanced techniques, the Service Desk Manager Bootcamp has something for
everyone. Don't miss out on this opportunity to elevate your service desk management skills and
drive organizational success. Get your hands on the Service Desk Manager Bootcamp book bundle
today! [J

customer request management system: A Practical Guide to Service Management Keith



D. Sutherland, Lawrence J. "Butch" Sheets, 2023-10-13 Develop and improve the service
management capabilities of your organization or business with this comprehensive handbook Key
Features A complete, pragmatic guide on service management from industry experts Learn industry
best practices and proven strategies to establish and improve a service management capability Get
hands on with implementing and maintaining a service management capability Purchase of the print
or Kindle book includes a free PDF eBook Book DescriptionMany organizations struggle to find
practical guidance that can help them to not only understand but also apply service management
best practices. Packed with expert guidance and comprehensive coverage of the essential
frameworks, methods, and techniques, this book will enable you to elevate your organization’s
service management capability. You’ll start by exploring the fundamentals of service management
and the role of a service provider. As you progress, you'll get to grips with the different service
management frameworks used by IT and enterprises. You'll use system thinking and design thinking
approaches to learn to design, implement, and optimize services catering to diverse customer needs.
This book will familiarize you with the essential process capabilities required for an efficient service
management practice, followed by the elements key to its practical implementation, customized to
the organization’s business needs in a sustainable and repeatable manner. You’ll also discover the
critical success factors that will enhance your organization’s ability to successfully implement and
sustain a service management practice. By the end of this handy guide, you’ll have a solid grasp of
service management concepts, making this a valuable resource for on-the-job reference.What you
will learn Discover a holistic approach to managing services Get acquainted with the service
management methods, frameworks, and best practices Understand the significance of a service
management strategy Demonstrate your skills to deliver high-quality, timely services Find out how
to become a respected business partner to your customers Recognize the role of governance,
outcomes, and markets Grasp the concept of value capture and maintaining value over time Explore
common processes that lay the foundation for effective service management Who this book is forThis
book is for anyone interested in gaining a general understanding of the value of enterprise/IT service
management (ESM/ITSM), including but not limited to IT leadership, key business managers,
business process analysts, business analysts, IT consultants, IT professionals, project managers,
systems integrators, service desk managers, managed service providers, solution providers, and
sales staff. Whether you’re new to service management or have prior experience, you'll find valuable
insights in this book.

customer request management system: Maximizing Business Performance through Software
Packages Robert W. Starinsky, 2016-04-19 Learn how to: Select the best ERP software for your
organization Choose the most effective wrap around software to enhance the performance of an
existing ERP system Align software selection with business goals and objectives Budget for the
software and the hidden costs involved in its implementation At times a daring, ma

customer request management system: Systems, Software and Services Process
Improvement Christian Kreiner, Rory V. O'Connor, Alexander Poth, Richard Messnarz, 2016-08-31
This volume constitutes the refereed proceedings of the 23rd EuroSPI conference, held in Graz,
Austria, in September 2016.The 15 revised full papers presented together with 14 selected key notes
and workshop papers were carefully reviewed and selected from 51 submissions. They are organized
in topical sections on SPI and the ISO/IEC 29110 standard; communication and team issues in SPI;
SPI and assessment; SPI in secure and safety critical environments; SPI initiatives; GamifySPI;
functional safety; supporting innovation and improvement.

customer request management system: Official Gazette of the United States Patent and
Trademark Office , 2000

customer request management system: CMMI for Services Version 1.3 CMMI Product
Team, 2011

customer request management system: Service design Great Britain. Office of Government
Commerce, 2007-05-30 The Service Design phase of the ITIL Service Lifecycle uses business
requirements to create services and their supporting practices. This volume covers design principles




for applications, infrastructure, processes and resources, as well as sourcing models. Service
managers will also find guidance on the engineering of sound requirements, supplier management
and design considerations for outsourcing.

customer request management system: Intelligent Agents and Multi-Agent Systems Bui
The Duy, Tuong Vinh Ho, Quang Thuy Ha, 2008-11-24 PRIMA 2008 was the 11th in a series of
conferences gathering researchers - voted to developing intelligent agents and multi-agent
technologies from Asia and the Paci?c regions. From its ?rst incarnation over a decade ago, PRIMA
has emerged as a signi?cant international forum, facilitating the exchange and dissemination of
innovative research from around the globe. PRIMA 2008 was held in Vietnam, a tribute to this
country’s emerging s- enti?c vitality and importance as a developing innovation center. The Program
Committee received 56 submissions from 20 countries. Many of these papers are the work of PhD or
Masters students from Asian countries including - rea, Japan, Indonesia, Malaysia, Iran, India, and
Vietnam. In accordance with the rules, each submission was carefully peer-reviewed by three
Program C- mittee referees. Only 19 submissions were accepted as regular papers, with a
competitive rate of 33%. Additionally, the Program Committee decided to accept 22 short papers
mainly written by graduate students, allowing our young colleagues an opp- tunity to present their
work and new perspectives. These fresh perspectives enhanced our experienced of the conference
and complemented the high quality of the professional papers submitted.
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