
CrushBank SmartClassifier
Ongoing Refinement Process

When CrushBank first enables SmartClassifier on all “New” incoming tickets, it’s generally ~65% accurate or 
better. This can vary based on your consistency and accuracy on classification in the past, but CrushBank 
almost always improves your classification data right out of the gate. 

Next, CrushBank iteratively improve the Classifier over four weeks. During this time, you will either instruct your 
technicians to focus attention on classification while they work tickets, or assign resource(s) to audit 
classifications after closure. If they like the classification, they leave it. If they don’t, they change it to what it 
should be. 
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● Enable Classifier on all “New” 
incoming tickets. 

● Focused attention on classification 
accuracy as above. 

● At the end of the week, CrushBank 
generates a new Classification model 
from this data. Consistency and 
accuracy improve from this additional 
data.

CrushBank’s Activities

● Based on Client’s feedback, generate 
updated classification models weekly 
as needed 

● Meet and discuss with Client after 
Week 2 to check in

● At end of the process, CrushBank 
enables Classification on ticket closure 
as well as New tickets.

Client’s Activities

● Techs no longer need to classify tickets. 
● Classification is now 90% - 95% 

accurate.
● When new types/subtypes/items are 

created, Client notifies CrushBank after 
they have classified at least ten tickets 
with the new options. 

Client’s Activities

● Review the accuracy of the initial 
classifications generated

● Technicians
● Minimal time needed
● Focus on classifications as 

part of normal ticket handling
● Leave accurate classifications
● Update any inaccurate 

classifications
● This drives re-training of the 

model
● Help Desk Manager (or similar)

● About 1 hour a week
● Reviews closed tickets each 

week
● Update any inaccurate 

classifications
● Review again after model updates 
● Meet and discuss with CrushBank

CrushBank’s Activities

● When client creates new 
types/subtypes/items, CrushBank 
updates the Classifier Model with this 
data to allow Classifier to classify to 
the new options.
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