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http://www.socialmediatoday.com/

Rich textual data is collected across every part of an organization
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Data + Technology + Domain Expertise
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Global Language Support

Arabic
Chinese
Croatian
Czech
BE[INg
Dutch
English
Farsi
Finnish
French
German

Greek
Hebrew
Hungarian
Hindi
Indonesian
ltalian
Japanese
Kazakh
Korean
Norwegian
Polish

Portuguese
Romanian
Russian
Slovak
Slovene
Spanish
Swedish
Tagalog
Thai
Turkish
Viethamese
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SAS Visual Text Analytics

A modern, flexible and end-to-end text analytics framework that combines text mining,
contextual extraction, categorization, sentiment analysis and search.
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Tokenization
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INPUT

“No matter what people tell you, words and ideas can change the world.”
-Robin Williams

OUTPUT

“No ||matter || what
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Lemmatization

[ has, had, haven't

Part of speech tagging

Pronoun
Verb
Article
Noun
Adverb

E.g. “Will was late for our meeting”, “I will never do this again”, “My last will and testament”
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Hybrid Approach to Text Analytics

Rule Based

j

Segmentation
Tokenization
Lemmatization
Part-of-Speech tagging
Concept extraction
Nl EREINER

Supervised

-

Language modeling
Part-of-speech tagging
Named entity recognition
Sentiment analysis
Categorization
Rule generation

K Categorization /

kText Summarization/

Deep Learning
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Unsupervised
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Topic Recognition
Component Analysis
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Topic Discovery, Entity \

Extraction, Categorization,

Sentiment Analysis
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My credit card company charged me {$26.00} for late fee

On Thursday July 9, 2015 | left my debit card at work and |
was half way home when I realized this. | immediately
called Bank of America via phone and got the card

9 cancelled and the representative said | could go to any

§ banking cente

* Uses a set of proprietary rules that
identify and analyze the document
collection for:

e Terms

Phrases and
Character strings that imply sentiment

@ Positive
Based on frequency of +/-

sentiment’s terms, phrases or
Neutral

strings, the document is

classified as: _
Negative
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Model development

Copyright © SAS Institute Inc. All rights reserved.

Osas



A Bank improved agent performance and went from
analyzing only 200 webchats a month to 250,000

Improved agent performance by increasing the
number of analyzed webchats from 200 to
250,000 a month, they could identify which
topics agents were handling well and areas that
required improvement through trainings,
establishment of best practices etc.

Identification of root cause of poor customer
satisfaction and adapting processes to fix these
processes
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https://www.sas.com/en_us/customers/rbs-gb.html

A Telco Company Reduced Percentage of Misclassified
Trouble Tickets

* Reduced percentage of misclassified trouble tickets \\\

with 85%, resulting in a potential cost savings
* Ability to automatically identifying key topics driving

number of customer calls to improve First Call
Resolutions leading to higher NPS and cost efficiency
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A Diary Company is Delivering better products and
services using Natural language processing

* |dentified that non-homogenized milk reached its
customers, which lead to corrective measures. This
error was identified based on customer feedback
topic around “milk looking funny” and “cream on
top”

* Improve customer retention and overall satisfaction
when they identified that customers prefers discount
on delivery services rather than offering free delivery
for a limited time
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Early warning

Some more application
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Further Readings

Make Every Voice Heard with Natural Language Processing (e-book)

https://www.sas.com/en/whitepapers/natural-language-processing-
110641.html

Visual Text Analytics

- https://www.sas.com/en_us/software/visual-text-analytics.html
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