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ABSTRACT 

Customer engagement is crucial for business success, and 
instant communication has become a key element of 
contemporary customer service. This document presents a 
Real-Time Client Inquiry & Response System aimed at 
improving communication effectiveness and user 
satisfaction. The system is designed to enable smooth 
communication between clients and service providers, 
guaranteeing quick query resolution and enhanced 
response precision. Research results suggest that: The 
system cuts responsetimeby40% in comparison to 
conventional inquiry management techniques. The 
incorporation of a systematic database management system 
guarantees effective storage and retrieval of 
queries.4Realtimeanalytics offer insights into common 
inquiries and patterns of user engagement. Integration 
across multiple platforms enables users to engage through 
web and mobile interfaces. The research results emphasize 
the system's ability to improve customer service processes, 
boost user interaction, and maximize resource distribution. 
Upcoming efforts will concentrate on enhancing system 
scalability, improving user interface design, and integrating 
advanced response mechanisms to further optimize the 
interaction experience. 
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I. INTRODUCTION 

In the current digital age, customer demands for fast, tailored, 
and efficient communication have transformed how 
companies handle client service. Studies show that 
incorporating artificial intelligence into customer experience 
design is crucial for businesses seeking to remain competitive 
[1]. Conventional customer support systems frequently lack 
the ability to deliver prompt and relevant responses, 
particularly as the complexity and quantity of services rise 
[2][3].  

Real-time client inquiry and response systems have surfaced 
as a means to close this gap. These systems utilize 
technologies like artificial intelligence, natural language 

processing, and organized database management to provide 
quick and contextually appropriate answers [3][4]. By 
automating common inquiries and facilitating smart direction 
to human agents when necessary, companies can greatly 
enhance both efficiency and user satisfaction [2][5].  

Additionally, the client-server architecture employed in these 
systems is vital for guaranteeing scalability, minimal latency, 
and real-time feedback—qualities essential for sustaining 
smooth customer engagement [4][6][7]. The integration of 
real-time data processing with well-organized backend 
systems allows organizations to manage a large number of 
simultaneous queries with little delay [6][8].  

This article introduces a real-time client query and response 
system designed to improve customer engagement by 
providing swift, dependable, and smart query handling. It 
examines the architecture of the system, the flow of data, the 
strategy for implementation, and the assessment of 
performance. Furthermore, the research discusses industry 
applications and highlights how these systems can be 
modified for various sectors to transform contemporary 
customer service operations [9].  

II. RELATED WORK: 

Several studies have explored the implementation of real-
time communication systems for customer service. For 
instance, database-driven inquiry systems have been 
developed to streamline customer queries and optimize 
response management. Studies on multi-agent 
communication models suggest that hybrid systems 
combining automated and manual responses achieve the 
highest user satisfaction rates. Additionally, real-time 
analytics have been employed to improve response accuracy 
and system efficiency. 

III. RESEARCH METHODOLOGY: 

The research methodology for the Real-Time Client Inquiry & 
Response System adopts a systematic approach that includes 
multiple stages, such as gathering data, developing the 
system, conducting tests, and assessing outcomes. 

 

 

 

 

 

 

 



International Journal of Trend in Scientific Research and Development (IJTSRD) @ www.ijtsrd.com eISSN: 2456-6470 

IJTSRD | Special Issue on  
Advancements and Emerging Trends in Computer Applications - Innovations, Challenges, and Future Prospects Page 902 

1. Gathering Data & Preparation 

1.1. The initial step entails collecting information on client questions and response trends from various sources, including: 

Log 
ID 

Customer 
Name 

Inquiry Type Inquiry Description Timestamp 
Response 

Time 
(seconds) 

Resolution 
Status 

1001 John Doe Order Status "Where is my order?" 2024-03-17 10:15 AM 5 Resolved 

1002 Sarah Lee Payment Issue 
"Payment deducted but 
order not confirmed." 

2024-03-17 11:00 AM 8 Escalated 

1003 Mark Smith 
Product 
Inquiry 

"Does this laptop 
support 16GB RAM?" 

2024-03-17 11:30 AM 3 Resolved 

1004 Emily Davis 
Refund 
Request 

"I want to return my 
order." 

2024-03-17 12:10 PM 10 Pending 

1005 
Michael 
Brown 

Technical 
Support 

"My internet keeps 
disconnecting." 

2024-03-17 01:00 PM 12 Resolved 

Service Logs for Customers (Data Set) 

Submissions for Online Inquiries (Data Set 

Response 
ID 

User Name 
Rating 
(1–5) 

Inquiry Type 
Timely 

Response 
(Yes/No) 

Additional Comments 
Suggestion for 
Improvement 

001 John Doe 5 Order Status Yes 
Very fast response, got 

my answer quickly! 
None, the system 

works great. 

002 Sarah Lee 4 Payment Issue No 
Had to wait too long for a 

resolution. 
Faster processing 

for payments. 

003 Mark Smith 3 Product Inquiry Yes 
Response was quick but 

not detailed. 
Provide more 

technical details. 

004 Emily Davis 2 Refund Request No 
It took several follow-ups 

to get an answer. 
Improve response 

accuracy. 

005 Chris Evans 5 General Inquiry Yes Very easy to use and fast! 
Add live chat 

support. 
 User opinions and questionnaires (Data Set) 

1.2. This raw data undergoes preprocessing to eliminate inconsistencies, organize queries, and format it appropriately for 
system implementation. Techniques for data cleansing, including tokenization, normalization, and removing duplicates, are 
utilized to ensure accuracy. 

  

 

 

 

 

 

 

 

Submission 
ID 

Customer Email 
Inquiry 

Category 
Inquiry Message 

Submission 
Date 

Response Given 

2001 johndoe@email.com 
Order 

Tracking 
"When will my package 

arrive?" 
2024-03-17 

"Your order will be 
delivered in 2 days." 

2002 sarahlee@email.com 
Billing 
Issue 

"I was charged twice 
for my order." 

2024-03-17 
"Refund initiated, will 

reflect in 5-7 days." 

2003 marksmith@email.com 
Product 
Inquiry 

"Does this phone have a 
5000mAh battery?" 

2024-03-17 
"Yes, the model includes a 

5000mAh battery." 

2004 emilydavis@email.com 
Refund 
Request 

"How do I process a 
return?" 

2024-03-17 
"Visit our return page and 
follow the instructions." 

2005 michaelbrown@email.com 
Technical 
Support 

"My router is not 
working properly." 

2024-03-17 
"Try resetting the router; if 
the issue persists, contact 

support." 
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The system is designed using a modular architecture to guarantee efficiency and scalability. Essential stages encompass: 

 
Fig 1. Client Server Architecture 

 
Fig 2.Customer service process flowchart 
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Fig 3.Model Controller View (MVC Pattern) 

 
Fig 4.Client Server Communication 

2. Frontend Development: 

Implemented using Java AWT and Swing, ensuring an 
interactive and responsive user interface for real-time 
engagement. The MVC (Model-View-Controller) pattern is 
followed for better separation of concerns. 

Backend Development: Developed using Java Sockets for real-
time communication between clients and servers. Future 
enhancements may include integration with SQL/PLSQL for 
persistent data storage. 

Database Management: If implemented, SQL or PL/SQL will 
be used to efficiently store and retrieve client inquiries, 
responses, and logs. 

Query Processing Module: Handles structured classification 
and prioritization of client requests, ensuring quick and 
accurate responses. 

3. Implementation Plan 

Windows-Based Application Deployment: Initially developed 
as a standalone Windows application, with future plans for a 
web-based transition. 

Client-Server Communication: Built using Java Sockets, 
allowing real-time exchange of client inquiries and responses. 

Security Protocols: Includes data validation, user 
authentication, and request encryption to ensure secure 
communication between clients and the server. 

Security Protocols: Encompasses data encryption, user 
verification, and access regulation to safeguard confidential 
client data. 
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4. Evaluation Metrics 

The effectiveness of the system is assessed using the 
following performance metrics: 

Response Time: Measures the average time taken to process 
and resolve inquiries. 

Query Classification Accuracy: Evaluates how accurately 
inquiries are categorized for response. 

Scalability: Assesses system performance under heavy traffic 
conditions. 

User Satisfaction Score: Gathered through surveys, rating the 
system’s efficiency and usability. 

By implementing this methodology, the Real-Time Client 
Inquiry & Response System aims to provide an efficient, 
scalable, and user-friendly solution for seamless client 
interaction and improved response management. 

IV. RESULT: 

Front-end design pertains to the portion of the system that 
users engage with directly. The front end of the proposed 
system is built using Java AWT and Swing, offering a 
comprehensive array of components for designing graphical 
user interfaces. The interface is crafted to be intuitive, 
adaptable, and visually structured, considering future 
improvements and modularity. The overall layout provides 
clarity and simplicity for users. 

 
Fig 5.Client Service UI (Front-End, Tentative) 

Testing done in our system:  

The Real-Time Client Inquiry & Response System underwent 
extensive testing in different scenarios to confirm its stability 
and reliability. Functional testing verified that client inquiries 
were correctly sent and answered in real time without any 

data loss. Load testing was conducted by emulating numerous 
simultaneous users, and the system managed simultaneous 
communication effectively. Edge scenarios, including sudden 
client disconnection and incorrect inputs, were similarly 
examined to confirm smooth management without failures. In 
general, the system exhibited robust performance and agility 
during the testing period.  

V. CONCLUSION: 

The Real-Time Client Inquiry & Response System discussed 
in this study meets the urgent demand for quick, effective, 
and scalable customer service solutions in the current 
digital-first age. By merging real-time communication tools 
with organized database management and a client-server 
framework, the system greatly minimizes response time, 
improves user satisfaction, and simplifies customer 
interaction procedures. 

By utilizing technologies like Java Sockets, AWT, and Swing 
within the MVC framework, the system effectively provides 
responsive performance while allowing for cross-platform 
compatibility and potential web integration in the future. 
Real-time analytics and query classification enhance service 
providers with actionable insights, enabling them to foresee 
customer demands and distribute resources more efficiently. 

To conclude, this study confirms the efficacy of real-time 
inquiry management systems in enhancing communication 
between clients and service providers. Upcoming 
advancements will prioritize improving system scalability, 
honing the user interface, and incorporating smart response 
features like chatbots and AI-driven recommendation 
systems. The system possesses great promise in multiple 
sectors, transforming the benchmarks of contemporary 
customer interaction. 
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