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Applying Generative Al to Customer-Facing Services: A Case Study of a Sales
Proposal Support Platform for Small and Medium-Sized Enterprises
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Abstract Applying generative Al to external customer-facing services requires careful consideration of Al-
specific system requirements, including the assurance of response quality and security; however, few
studies have organized these requirements in conjunction with concrete system architectures. This paper
reports common challenges encountered in applying generative Al and corresponding concrete counter-
measures through a case study of the “SMB Support Platform,” and provides practical insights into
deploying generative Al in external customer-facing services. The platform enables customer analysis sup-
port while suppressing hallucinations through retrieval-augmented generation (RAG) and prompt
engineering, and ensures response quality through countermeasures against prompt injection attacks,
including generative Al security testing, as well as a proprietary response quality evaluation method

based on Al product quality assurance guidelines.
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