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Towards a Knowledge Map from Greek Complaint Management Systems (CMS) 



Why Complaints Matter 

CMS

Citizen complaints offer valuable feedback 
on public services 

Analyzing complaints helps identify 
systemic issues and areas for improvement 

Information provided (CMS) facilitate deeper 
understanding of complaint patterns and trends
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Results?

Number  of complaints to the 
most common topic?

New manuals, procedures, 
documentations, methodologies

Correction of defaults, systemic 
errors 

Targeted Policies, 
methodologies

Implementation

Review of Policies, 
methodologies 

Knowledge maps

Finding the turning points (1) – 
Transforming information into knowledge 



Priority 
Areas

CMS 
Processes

Legislative 
reforms

Transparency

Accountability

Impact

 Identifying
 priority areas

 for public
 service

improvement

 Evaluating the
 effectiveness
 of complaint

 resolution
 processes

Informing 
policy 

development 
and legislative 

reforms 

Enhancing 
transparency 

Enhancing 
accountability 
in governance 

Social & 
Financial 

Impact need 
different 
approach

Finding the turning points (2) – 
Transforming information into knowledge 



INFORMATION POWERS

Leveraging other existing 
complaint management systems 

in Greece as data sources.

NLP

Utilizing Natural 
Language Processing 

to extract key 
information from 

complaints.

AI IN PROGRESS

Implementing 
machine learning 

algorithms to 
identify patterns and 

relationships 

FRAMEWORK

 Creating an interactive and 
user-friendly interface for 
exploration and analysis.

SENSITIZATION

Delve deeper into 
citizen concerns and 
advocate for positive 
change 

POLICIES

Creating Policies 
through all 
factors involved

Finding the turning points (3) – 
Transforming information into knowledge

Towards a Knowledge map 
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