
 

GenAI Summary Editing Best Practices 

Purpose 

The purpose of this document is to provide best practices on editing the Generative Artificial Intelligence 

(GenAI) summary on the call log. This document provides an outline of what should and should not be 

edited as well as a more detailed structure for the summary review and edit process.   

Do’s and Do Not’s (simplified) 

   Do’s 

 

1. Do use standardized terms 

2. Do guide the conversation one topic at a time to support better AI-generated summaries. 

3. Do clearly state key information during the call so the transcript—and summary—captures it 

correctly. 

4. Do submit tickets for recurring issues or concerns with GenAI output. 

5. Do make the following types of corrections to the summary when necessary:  

o Add the date if it wasn’t captured 

o Correct the customer’s name if misspelled 

o Fix spelling errors in technical/program-specific terms 

o Include post-call case actions 

o Clarify third-party roles on the call if AI misidentified someone 

 

  Do Not’s 

 

1. Do not delete or remove any bracketed content. 

2. Do not remove paragraph breaks from the summary. 

3. Do not change the format of dates (e.g., converting numeric dates to written-out ones). 

4. Do not delete or edit the customer understanding sentence 

5. Do not leave the voter registration sentence in the summary if voter registration was not 

discussed. 

6. Do not rely solely on AI to infer context—speak clearly during the call to ensure proper transcript 

generation. 

7. Do not assume AI will correctly identify additional participants; adjust the summary when needed. 



 

Do’s and Do Not’s (detailed) 

❖ Use Consistent Terminology 

o Refer to the service provider as “staff” 

o Refer to the individual receiving assistance as “customer” 

❖ Structure by Issue 

Organize the summary by addressing one issue at a time to enhance clarity and accuracy. 

o Best Practice: Begin the call by confirming the customer’s name, address, and phone 

number. End with a concise summary of key points. 

o Language-Specific Tip: In non-English calls, state or repeat the full address clearly to 

ensure accurate transcription. 

❖ Verbalize Key Information 

Speak out important details during the call so they are captured in the transcript and reflected in 

the summary. 

o The quality of the summary depends on the clarity and completeness of the verbal 

interaction. 

❖ Report Technical Issues 

Log any recurring or system-related issues using the appropriate ticketing system (follow county 

procedure for reporting issues). 

❖ Include the Date 

If the date of the interaction is missing, staff may manually add it to ensure accurate record-

keeping. 

❖ Correct Customer Name 

Fix any misspellings of the customer’s name to maintain accuracy and professionalism. 

❖ Correct Terminology 

Ensure that all program-specific or technical terms are spelled correctly. 

❖ Add Follow-Up Actions 

Include any relevant post-call actions or next steps discussed during the interaction. 

❖ Do Not Remove Brackets 

Retain all brackets in the summary, as they may denote system-generated text or placeholders. 

❖ Preserve Formatting 

Maintain paragraph breaks and structure as they appear in the system-generated output. 

❖ Keep Original Date Format 

Do not change the format of dates. 

o Example: Keep “11/15/2024” rather than changing it to “November 15, 2024.” 

❖ Retain Standard Closings 

Do not remove or alter the standard closing statements in the summary. 

o Example: “Customer showed good understanding and had no more questions. No other 

changes made or reported.” 



 

❖ Address Updates and Voter Registration 

If an address update occurs, and voter registration assistance is offered, the summary will include 

the sentence: 

“Staff offered customer assistance with voter registration.” 

o If not offered, remove this line. 

❖ Clarify Roles of Additional Participants 

When a third party is present, clearly state their role in the summary. 

o Note: AI-generated summaries may incorrectly label individuals as authorized 

representatives. Staff should correct and clarify this as needed. 

❖ Avoid Visual References 

Do not include references to visual elements (e.g., red or green banners) used for authentication or 

other UI elements. 

 


