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What is “Voice of Customer”?

 Many definitions, but all generally converge towards a common
theme:

Gaining insight into your customers™

— Experience
pe .,oO
— Sentiment

— Expectations
— Needs

— Preferences
— Aversions
— Suggestions

 Put another way, it is “Customer Insight”
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What is “Voice of Customer”?

* Voice of Customer is much more than sentiment '

— Opinions ’
— Complaints and compliments

— Evaluations

— Suggestions

* Includes all forms of customer contact .‘

— Traditional and new Social media:

* Internal reports

» Call center logs

e Complaints

» Customer correspondence

* Blogs
e Forums

i3
: Tweets ﬁ




Why Do We care?

= social

Evolving
Expectations:
v Timely

v Localized
v’ Experiential
v’ Personalized
v’ Information

Customers have lost confidence in institutions

» 76% of customers believe companies lie in advertisements
» Growing trust gap in many consumer focused industries
Technology is changing how customers interact

» Social media changed purchaser influence; opinions viewable instantly
» Mass customization and personalization of products and services

Expectations have changed

 Focus is on value, transparency and accountability
» Customers want to be seen holistically across the enterprise

Institutions need to rediscover their customers

» Consumers are experiencing brands in new ways though new
channels

» Micro-targeting: the move beyond 1 on 1 is accelerating
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Why is it important? IEE G

A Major Convenience Store Retaller
Extracting market insights from social media

The Need

Major Japanese convenience chain of 10,000+ stores must
decide what items to stock from a dizzying array of fresh and
prepackaged items. Make stocking decisions based on what
people will buy and not waste shelf space on items that will
spoil or sell poorly

M"

S I"” .
\Fﬁhﬂ’uﬁmﬁ The Solution

ik ﬁsm

IBM Content Analytics applied to huge volumes of social

media feeds and posts. The retailer can now:

* Identify, categorize and respond early to emerging
customer interests and preferences

» Rapidly analyze customers’ requests and complaints

» Drive planning and development of new products and
services

The Benefit

The Content Analytics solutions allows this retailer to:

* Increase gross profit by half a point Y/Y

» Enable early response to changing consumer preferences
and quick correction of customer product- and service-
related issues

* Provide decision support to finely tune marketing

supply chain .




Why Is it Important?

Tire Manufacturer
Understanding customer sentiment

The Need

* Reducing costs to improve the company’s operating profit ratio
» Measure and improve sales campaign effectiveness

» Evaluate and analyze content from social media sources

The Solution

With Content Analytics, this manufacturer can now make changes
to its campaigns based on near-real-time analysis of information
in social media postings. The solution captures and reveals
previously obscured opinions, giving the company new insight into
how and why its campaigns succeed or fail. With this enhanced
consumer insight, this company expects to increase sales and
improve its image by developing a more flexible and cost-effective
marketing strategies.

The Benefit
By understanding their customers’ feedback, this organization
expects to:

» Achieve 120 percent sales growth, 190 percent operating profit
growth and 160 percent profit rate growth compared with a
similar period three years earlier

« Increase public awareness of new products through campaigng”
strategies that are modified in response to consumer feedbaek

« Make product changes or rectify any new-product iSSués:

more timely manner \




Why is it important? IEE G

Consumer Electronics Manufacturer
Leveraging customer feedback to develop new products

The Need

How to get a stronger understanding of its customers’ product
needs relative to their lifestyle changes. Use social media content
to capture the plethora of data and extract actionable insights to
keep the product portfolio in line with customer needs.

The Solution

Implemented Content Analytics to distill real product ideas from
the social media world, giving its product planning and
development staff a window into what customers want. Rapidly
and accurately gauge what customers are thinking about them
and what they're demanding from products, helping the business
become more responsive in the marketplace

The Benefit

» Expects a 31 percentage point improvement in its net
profitability rate from year to year based in part on improved
product development made possible through market insights

» Improved the ability to accurately gauge customer perceptions,
enabling a more targeted marketing communications response

* Reduced the amount of time required to gather consumer data
and extract practical insights
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Why Is it Important?

Electronic Equipment Manufacturer

Preventing customer at

ition bv understanding their customer

The Need

To get to the root of customer attrition, to understand declining
brand trust, to reestablish collaboration between sales and
product teams and to regain the “voice of the customer”.

The Solution

Implemented IBM Content Analytics to:

» Extract and mine unstructured text from call center logs and
structured data from CRM systems

* Identify similar phrases and topics in text using advanced
natural language technology

» Detect product issues, product feature requests, competitive
comparisons and customer preferences

The Benefit

By understanding customer comments in call center logs and

CRM data this organization has:

» Improved product quality through early defect detection

» Developed new product features/model based on customer
information and preferences

* Rebuilt market share

* Provided a feedback loop for sales, marketing and
manufacturing to listen to and act upon the voice of the

customer

&



Why Is it Important?

A Car Rental Agency & Mindshare Technologies

Quickly identifying customer satisfaction trends

"—-.\_.

The need

A car rental company needed to better understand customer
feedback to adapt its business accordingly. Most of its
valuable information was trapped inside free-form customer
feedback surveys and the company’s staff was required to
read each customer comment submitted via email or phone
and then manually categorized it.

The solution

The company created a “Voice of the Customer” analytics

system to automatically capture customer experiences

» Customer comments are captured in real time to be
transformed into actionable intelligence

* Linguistic rules automatically analyze and tag unstructured
content into meaningful service reporting categories

The benefits

* Improved accuracy and speed of the customer feedback
analysis process

* Quick identification of trends or issues and adjustment
operational service levels accordingly

» Focused attention by field managers to perform deep- dlve
analysis of customer comments




Why is it important? IEE G

Social Media Marketing & Communications
Leveraging Social Media g ritv First Insurance

The Need

* Leverage social media for client marketing and
communications in the regulated financial services industry.

» Enable marketing and financial advisors to engage with
customers while maintaining compliance with FINRA and
SEC regulations.

The Solution

IBM Partner, Integritie uses IBM Content Analytics in their
SMC4 solution to understand the content within messages,
enabling a firm to monitor and control social media
communications and meets all key industry compliance and
marketing requirements.

The Benefit

By understanding the content from various social media

applications, organizations can:

* Reach clients through growing social media outlets

» Harness the opportunities of social media through a
controlled process and interface

» Avoid communication mistakes than can embarrass or harm
an organization

» Analyze content of messages and gain insight to the
sentiment expressed in customer interactions

L
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Gaining Insight from Content

Uncover business insight through unique visual-based approach

Aggregate and extract
from multiple sources

/

... to form large text- (
based collections from
multiple internal and
external sources (and
types), including ECM
repositories, structured
data, social media and
more.

/

Organize, analyze and
visualize

... enterprise content
(and data) by identifying
trends, patterns,
correlations, anomalies
and business context
from collections.

/

Search and explore to
derive insight

(/yfrom collections to

confirm what is
suspected or uncover
something new - before
customizing models and
integrating with other
systems and processes

2
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Text vs. Content Analytics
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/ March 13, 2012 ' :
' i 13:23 Date March 13, 2012
What is Text Analytics? | charged my SmartL Date arc M
Text Analytics describes a set of 45 L neLifie I Product_Type | Smart 4G
. . . L. ) night and when | took « [Product_Compo [,
linguistic, statistical, and machine Q it out of the charger it nontt ~_ g
. . roduct_Compo
learning techniques that allow text to R Pt e = 0P | battery
be analyzed and key information today. But, it runs out o [Froblem runs out
extraction for business integration_ of_battery _in 3 hours. Question preserve the
Itis annoying . How battery life?
do | preserve the ] Experience annoying
battery life? L —
T T T T e _ _
= o= 2] | I What is Content Analytics?

Content Analytics (Text Analytics + Mining)
refers to the text analytics process plus the
ability to visually identify and explore
trends, patterns, and statistically relevant
facts found in various types of content
spread across internal and external content

sources. /




How It Works

Real-time NLP REST API
Content Push API /’

Content Analytics Crawl,é :

= e S NN ey —

Source Information
Email, Documents, Call Center notes,
Social Media, CRM, ECM, Databases

and more

“Owner” “reports” “check engine lite”
“flashes” “after refueling”

Extracted
Concept

/

Content Analytics

g UIMA Pipeline + Annotators

J

N

Analyzed Content
(and Data)

\/ ® NETEZZA

an |BM” Company
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How It Works: UIMA

Unique, Powerful Analysis Pipeline

‘ Unstructured
. Information Management
.- Architecture

o Ar Apachs Froject

= The Open Standard for text analysis =CA Studio modeling tools is graphical, not query based
= Developed by IBM = Extend with Java annotators
= Pipeline for analysing text (structurd and unstructured) = Supprts a highly iterative modelling process

= Highly customizable and extensible annotators

Custom Analytics

18



How It Works: Example

| use the

ICA
Function

Extracted
Information

Language
Identification

=

Lexical
Analysis

=

Dictionaryry
Lookup

Rule-based
Categorization

Category

Custom Custom
Annotator 2 » Annotator 1

Dryer Specs

or
Competition

Voice of Customer

N
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How It Works: Content Analytics Miner === @

IBM Centent Analytics with

Enterprise Search

Search Query Explératlon

Collection: NHTSA (change)

Logged in as: Not logged in | Preferences

=

Search within results

MEE|

Wy Profile | Help | About

Views, Filters and:
Thresholds

Documents

207708/207706 resuits matched

‘ Facet Navigation

¥ Part of Spasch £
» Phrase Constituent ~
» Terms of Interest
¥ Auto Details
make

Automatically
Extracted and
Analyzed
Concepts, Entities,
Relationships,
Meta Data and
Classifications

cruise

¥ Incident Details
companent
faildate
crash
injured
fire -
deaths
state
city

=

“ Facels |

lﬂ. Time Serlesrl {3l Deviations 'VE’VTreﬂds l_, Facet Pairs | a8 Connections _' &% Dashboard ‘
!)H@@\ﬁ@sl
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Analyzing Sentiment at Happy Home

STORE FINDER GALL 1 (800) FRIENDLY-STORE SERVIGES ~ HELP ~

"“HAPPY
HO M E s

oIy 5
hemitire « rags = home decor

=
i

ock, TA {8 yOUrLOCAL STORE

RS — samos - | cwoavens | nowro | |

Gas Dryers

Home ! Appliances [ Dryers / Gas Dryers

g 15 Items Son By XTI
S0 -52000
| | Wiew: Grid | List Products: | n-Sticre | Al Products
=2 Select up to 4 Rems 16 compare
= Taymag (25)
PE (25) m Taymag
' E B Bicentennial 7.0 ft gas dryar in white
= LP Electronics (14) Select o "‘ | Maodel MGDC2000W
= PF profiie (10) compare \ _
- e 479,00 S
= Admirable (2)
= Coldpoint (1)
CHIORRNEEAREER e S R e
» Beige/Bisque (2) PE
= Black (2} Best aver 6.0t gas dryer in white
O Model DLG2141W
= Gray (8) Selecl to
= Red/Orange (9) e s $669.00 R
Free Shipping A RC LMl  Detvery
= Staindess Steel (8)
= \White (10}
= Yellow/Gold (1)
DRYER CARACITY (CULFT) 7
= 58M(1) N Admirable
Y Patriotic 7.0 it gas dryer In whits
= 581 (1
Al SEEL ie Model AGD4475TQ
¥ |
= 58H(1) cOmpare ! e
ree
- 58A%(1) i
= 580121
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MY HAPPYHOME.COM

Print Page
Resgits per page: EEEA

1234 @

FREE

DELIVERY
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AWAY -

NO REBATE. NO HASSLE.

UP TO
20% OFF
SELECT
APPLIANCES >

Learn Maore >
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Analyzing Sentiment at Happy Home

IBM Content Anaiytics with
Enterprise Search

Collection: Sentiment Collection nage) i - i e Wy Profile | Help | About

v

| Documents | %8 Facets | &8 Time Series | |3l Deviations | | Trends | [ FacetPairs | %% Connections | & Dashboard gSentiment

N @ =" f
637/637 results matched 2 il | & | @l
Facet Mavigation Default order - show. | Keywords ‘ '| l!)! @ & o l:l
Filter: =
| | clear | Sentiment Table 2
* partar Speech 2 Sentiment | Values Positive Ambivalent Negative
* Phrase Constituent ~ @ Admirable 6.5 cu. fi. Super Capacity Gas Dryer (34) 28 2. 2 |4
1 82% 5% &%
» Sentiment b
N s LuthorCorp 7.3 Cu. Ft. 7-Cycle Electric Dryer - White (18) 14 3 1
it = 7% 16% 5%
Extensive Enterprise 4.5 Cu. Ft. 14-Cycle Ultra Capacity High-Efficiency Washer - White (10) 6 2 2
prod_categary e s 202/-“

Extensive Enterprise 4.5 Cu. Ft. 14-Cycle Ulira Capacity

Sentiment Table lists values of selected facet
Extensive Enterprise SteamDryer 7.3 cu. Ft. 14-Cycle U \With its overall sentiment and shows the

Extensive Enterprise 3.5 Cu. Ft. 7-Cycle High-Efficiency’ num berS Of pOSItIVG/amblva|ent/negatlve
- documents and their percentage

Selecting any facet
value displays an
evaluation of
sentiment for that

EC 4.0 Cu. Ft. 26-Cycle King-Size Washer - Silver Meta

3} - J - -y - G-I o

s — w—
50% 20% 30%
facet EC 4.0 Cu. Ft. 26-Cycle King-Size Washer - White (10) 0 4 5
" I 0% 40% 60%
S h
[ searcn | EC 3.2 Cu. Ft. 9-Cycle Super Capacity Washer - White-on-White (10) 5 1 2 =
Positive Expressions | Megative Expressions Document Preview ‘ Trends |
Analyze more in the Facets view 2 Analyze more in the Documents view 2
great good happy well Great excellent faster super does the job n.a low price plus [*} | This productis good for the maney. Works well and has a really large sized capacity. &=/
uickly delivered pleased with safisfied | love old price served me well u
Quickly delivered Ve OdIpIce) S IVE I "l There is nothing wrong with this dryer, as far as we can tell. It dries large loads in one go and has
NOT complain wise bells and whistles great job a must problem free smooth plenty of settings options.
can't be beat NOT waste like a lot simple to use Thanks the best Excellent . o )
R K R K | was looking to buy similar Moreken products but couldnt justify the almost double costfor .5
does everything befier easily Thank You greaat | love it effecient n.a. NOT noisy cubicfoot more. This dryer has been great. It fits plenty and drys clothes and bedding to
more than enough efficient prepared can't beat Best of all Happy roomy completion without having to run a second cycle.
X NohappieasiligniylecommendiperecifioveliEINGIf problemsjeantibeat v | was looking for n inexpensive dryer, and | needed to have it quickly. | never hear of Admirable
* Contextual Views E Lo o T irn Gor o4
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Analyzing Sentiment at Happy Home

F—BIEII Coz:lten‘t‘Anahfﬁcs with Collection: Sentiment Collection (change} Loogged in as: Not logged in
. . ¥
Sentiment Expressions - — _
| Trends | [ FacetPairs | %8 Connections | &% Dashboard gSentlment
lists positive or negative 88| 3
expressions for selected . = (= -
. e O3 | A I —
facet value with colors
fable »
P hador Speech 2 Sentiment | Values Positive Ambivalent Negative
L Phrase Constituent Amm 6.3 cy. ﬁ' Super ey Gas BryeE (84) 28 2 - W
1 82% 5% 5%
» Sentiment —
LuthorCorp 7.3 Cu. Ft. 7-Cycle Electric Dryer - White (18) 14 3 1
s ds
Extensive Enterprise 4.5 Cu. Ft. 14-C 6 2 2
prod_categary g C I h k 0% 20% 20%
b Extensive Enterprise 4.5 Cu. Ft. 14-C olor represents the ran 9 0 1
— - of correlation o0°% 0% e
0N @ Extensive Enterprise SteamDryer 7.3 D} 9 1 0
Search type 90% 10% 0%
| Subfacet search [= g Extensive Enterprise 3.5 Cu. Ft. 7-Cycle High-Efficiency Washer - White (10) 8 1 0
Facet Path: — 80% 10% 0%
|{"product” <
Value: EC 4.0 Cu. Ft. 26-Cycle King-Size Washer - Silver Metallic (10) 5 2 3
| = 50% 20% 30%
Mew search a EC 4.0 Cu. Ft. 26-Cycle King-Size Washer - White (10) 0 4 6
) Addto.search Gl ] 0% 40% 60%
| Search | © EC 3.2 Cu. Ft. 9-Cycle Super Capacity Washer - White-on-White (10) 5 1 2 =
L")
Positive Exprellsions | Megative Expressions Document Preview ‘ Trends |
Analyze more in the Facets view o Analyze more in the Documents view n
great good happy well Great excellent faster super does the job n.a low price plus %} | This productis good for the money. Works well and has a really large sized capacity |
quickly m. leased with satisfied HO—VPT odiprcelsevedimevel I There is nothing wrong with this dryer, as far as we can tell. [t dries large loads in one go and has |
NOT complain wise bells and whistles great job a must problem free smooth plenty of settings options.
can't be beat NOT waste like a lof simple to use Thanks the best Excellent
K R R K | was looking to buy similar Moreken products but couldnt justify the almost double costfor .5
does everyihing befier easily Thank You greaat | love it effecient n.a. NOT noisy cubicfoot more. This dryer has been great. It fits plenty and drys clothes and bedding to
more than enough efficient prepared can't beat Best of all Happy roomy completion without having to run a second cycle.
X NohappieasiligniylecommendiperecifioveliEINGIf problemsjeantibeat 7 | was looking for n inexpensive dryer, and | needed to have it quickly. | never hear of Admirable vl
* Contextual Views E Llilca o noT e toc it .
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Analyzing Sentiment at Happy Home

Changing Facets presents a different roll-up of the sentiment data

IBM Content Analytics with S g & i 5 % £ Abo
e Collection: Sentiment Collection nae) Looged in as: Notloggedin | Prefer rofile | Help | About
L4
|4 Documents | 3 Facets | o Time Series | ol Deviations | 155 Trends | [ FacetPairs | %8 Connections | &% Dashboard | (2] Sentiment
637/637 results matched . | @
Facet Mavigation befaultorder = ! i l:l
. show. | keywords |+ | () & g Filter:
Filter:
| | clear | Sentiment Table 2
13 Partofsaeechz Sentiment | Values Positive Ambivalent HNegative
¥ Phrase Constituent = @ UNDRY (591) 51% 123 :;%
* Sentiment
e o & Gas Dryer (46) 37 2 4
YW
A — B0% 4% 8%
product
price
rating
location
Search type
| subfacet search -]
Facet Path:
[{"prod_category” <
Value:
I
New search 1 1 1 1 1 1 1
g Viewing Negative Expressions provides a different view upon
©) Add to search
[‘searen | which you can gain insight
==
Positive Expr 5 | Megative Expressions | Document Preview ‘ Trends |
Analyze more in the Facets view 2 Analyze more in the Documents view 2
problem bad issue issues noisy problems heavy annoying agitator spins ) | Bougntthe washer on sale withoutthe dryer. | was originally worried aboutthe capacity, butithas ||
disappointed complaints stop broken stains NOT good worst poor NOT recommend not been a problem. ltwashes clothes like a dream and is super quiettoo. Even betterthanmy
R R R . last Widget Corp. The height did not match the dimensions listed on the Big Box website (don't
negative wrinkled louder guit wrong unbalanced only complaint NOT well I
negative - Quit wrong - - know whose problem thatis) so | had to remove the feet in order for it to fit under the countertop
NOT worth mistake leaks more expensive NOT great hate refused failed delay Found cutthe hard way that the installers wouldn't install without the feet.
NOT big deal terrible not work crazy error NOT happy thick don't know how worried [
- R K N R | like the fact that this washer uses a lot less water and it gets my clothes cleaner than my old one
not worth piece of junk NOT bells and whistles quieter NOT light regret pricey did. But having said that...after less than 7 months of owning this washer, we had to call Big Box
Do not buy drains moldy junk soaking defective too much NOT fop hard time | | because the spin cycle was not working. Big Box was very responsive and sent a repairman out [
¥ Contextual Views E‘ P i BT i bl L il P bl ol s o h/ th ot day Th i tald buchond that th Smltredle T SO
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Analyzing Sentiment at Happy Home

Selecting a Sentiment word of Phrase updates the document
preview with where those words or phrases are use in context

Looggedin as: Notloggedin | Preferences | My Profile | Help | About
T ——
\d
[ Documents | % Facets | o Time Series | ol Deviations | o5 Trends | [ FacetPairs | %@ Connections | &= Dashboard | [E] Sentiment
637/637 results matched .j == E | A — | @
Facet Navigation Default order - 2 = ' i
v [eoss | (4] (@] (@ L —
Filter: =
| [ clear | Sentiment Table o
¥ Part of Spesch 2 Sentiment | Values Positive Ambivalent Hegative
" Phrase Constituent = g LAUNDRY (591) 369 2 ‘123 TT
1 61%. 20% 13%
* Sentiment
e g Gas Dryer (46) 37 2 4
i [R— 80% 4% 8%
product
price
rating
location
Search type
| subfacet search -]
Facet Path:
[/"prod_category” <
Valug:
I
New search
©) Addto search
| Search |
Paositive Expressions Document Preview ‘ Trends |
Analyze m he Facets view maore in the Documents view e.!
bad ISSUE issues noisy problems heavy annoying agitator spins ke itely the BEST washer and dryer out there! Foo Bars really gotit right this .. .. .. | %]
disappointed complaints stop broken stains NOT good worst poor NOT recommend | | | . .. They were extraely nice and helpful when | was having a problem with my 1st
negative wrinkled louder quit wrong unbalanced only complaint NOT well Il machine. Foo Bars's .. Peopie seem o have some problems with there
NOT worth mistake leaks more expensive NOT great hate refused failed delay stoves and fridges, but you have to remember, Foo Bars ... .. .. .. ..
NOT big deal terrible not work crazy error NOT happy thick don't know how worried [
. R K . K Boughtthe washer on sale withoutthe dryer. | was originally worried aboutthe capacity, butit .. ..
not worth piece of junk NOT bells and whistles quieter NOT light regret pricey
. R . . i ... website (dont know whose prDblethatis)so I had to remaove the feetin order for it to fit
Do not buy drains moldy junk soaking defective too much NOT top hard time | under
* Contextual Views E £ AT i BT L oL £ uallo. olisfioalt o hd . -
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Analyzing Sentiment at Happy Home

Selecting a Sentiment word of Phrase updates the document
preview with where those words or phrases are use in context

Looggedin as: Notloggedin | Preferences | My Profile | Help | About
e ———
\d
[ Documents | ## Facets | o Time Series | ol Deviations | 55 Trends | [ FacetPairs | %@ Connections | &% Dashboard | [E] Sentiment
637/637 results matched .j o @ | . — | @
Facet Mavigation Default order ~ 5 = g i
show: [kewois -] ((8)] (@] @ Fter [
Filter: >
| [ Clear | Sentiment Table 2
P haioF Speech 2 Sentiment | Values Positive Ambivalent Hegative
* Phrase Gonstituent = @ LAUNDRY (591) 363 :123 Tf
1 61%. 20% 13%
» Sentiment
e o g Gas Dryer (46) 37 2 4
eywor
A — B0% 4% 8%
product
price
rating
location
Search type
| Subfacet search x|
Facet Path:

|{"prod_category” <

Select Analyze More in the
e Documents view or expand the
Mew search

©) Add to search

: document preview
| Search |

Positive Expressions

Document Preview ‘ Trends |

Analyze m more in the Docurments view »
bad ISSUE issues noisy problems heavy annoying agitator spins itely the BEST washer and dryer aut there! Foo Bars really got it right this |

disappointed complaints stop broken stains NOT good worst poor NOT recommend
negative wrinkled louder guit wrong unbalanced only complaint NOT well Il
NOT worth mistake leaks more expensive NOT great hate refused failed delay
NOT big deal terrible not work crazy error NOT happy thick don't know how worried [

ly nice and helpful when | was having a problem with my 1st [
machine. Foo Bars's ... People seem to have some problems with there
stoves and fridges, but you have to remember, Foo Bars ... ... .. ...

. R K . K Boughtthe washer on sale withoutthe dryer. | was originally worried aboutthe capacity, butit .. ..
not worth piece of junk NOT bells and whistles quieter NOT light regret pricey . - =l pacity,
K K . . R ... wehsite (dont know whose prDblethatis)so | had to remaove the feet in order for it to fit
Do not buy drains moldy junk soaking defective too much NOT top hard time | under
* Contextual Views E‘ £ AT i BT L oL £ uallo. olisfioalt o hd . -
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Analyzing Sentiment at Happy Home

IBM Content Analytics with

Collection: Sentiment Collection Looggedin as: Notloggedin | Preferen rofile | Help | Abc

Enterprise Search

o Time Series

5 Documents | 3% Facets

637/637 results matched

Facet Mavigation Default order -
Filter:

| | Clear |

¥ Partof SpeechZ

" Phrase Constituent =
» Sentiment
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Analyze more in the Documents view

This is...most definitely the BEST washer and dryer out there! Foo Bars really got it right this ... . ... They were extremely nice and helpful when | was having a problem with my 1st
machine. FooBars's .. People seem to have some problems with there stoves and fridges. but you have to remermber, Foo Bars .. ... ... ...

Bought the washer on sale withoutthe dryer. | was criginally worried about the capacity, butit .. ... . website (dont know whose problem thatis) so | had to remove the feet in order for it to fit under ...

| like the factthat this washer uses a lot less water and it gets my clothes cleanerthan my old ... .. ... ... Thankfully the machine is still under warranty, otherwise it would have cost $600 for paris & labor ..

have a lot ofproblems with the electronics & door gaskets The repairman asked ifwe had purchased _ warranty (we didnt) because the Acme, Inc. washers typically need
repairing every 6 manths to a .. I'wish | would have paid more attention to the negative reviews & especially to the people who have ..

Document Preview presents a more
comprehensive view of the sentiment
in the documents

... anew front loading High Efficiency washer & dryer set, and the Acme, Inc. Vision Serie

problem, 5ol ordered the . Everything was ready when | gotthere, and they helped
afull load cantake 2 hours or ... ... ... Overall, itlooks nice, works well, was a good value

drying

.. It has always had a problem with clothes getting caught betws

This dryer replaced an ancient one that was in my house when | moved in. This is such link the

problem is lots of different fabric types all in one load of laundry. Some of the stuff

e g

I have two iISSUes with this dryer; the door does not close properly, ne matter how much | try to .. The lint tray is at the bottom of the door, and lint flies all over when you open the door to
... Dverallitis a decent dryer, usually takes two cycles to completely dry the clothes, but is quiet ..

‘We just recently bought this when it was on sale for $339 and it was a steal at that price. It
turn it Off, problem solved. | only relied on our old dryers buzzer to let me know | had to

take 2 cycles to dry a large load, this EC dryies a huge load fast and the large drum makes it easy ... .. |just

... dryer and returned it in a week, no hot air..a thermostat problem, generally. Its replacement had ...

You can spend lots more for a front loader than this entry level model but why bother? Thisone .. ............... (8 problem on all front Ioadersp | did lots of research before | bought this
model to replace my 23

This washer not only looks good, but performs so well my girlfriend is leaving me forit. .. The only problem is itisabit expensive for a washer. So few compacts on the market work well, it

This relaced a oood-oualit Amana set. and its far and above anv washer/drver we've ever owned. .. The onlv real - minar - DFOBIEM (save for exnensive nedestals) is that laraer-size hotiles of ..

.. ... which would twist clothes into tightly braided dreadlocks, the Extensive Enterprise doesnt tangle
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Analyzing Sentiment at Happy Home

Enterprise Search

Collection: Sentiment Collection (chanae} Logged in as: Not logged in
v
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Filter:
| | clear | Sentiment Table g
* Partof Sneechz Sentiment | Values Positive Ambivalent Heqative
¥ Phrase Constituent = g LAUNDRY (591) 3’55 ‘123 TF
- 1 61% 20% 13%
* Sentiment
Gas Dryer (46) 37 2 4
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price
rating
location
Search type
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Facet Path:
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e You can also select the trend view to
O Newsearch. see how a given word or sentiment
[ searen| phrase is trending overall.
Fositive Expressions | Negative Expressions Document Preview ‘ Trends |
Analyze more in the Facets view - Analyze more in the Trends view Date | v} [ Month | v] =
[BroBlER) bad issue issues noisy problems heavy annoying agitator spins [a]
disappointed complaints stop broken stains NOT good worst poor NOT recommend o
negative wrinkled louder quit wrong unbalanced only complaint NOT well I a0
NOT worth mistake |eaks more expensive NOT great hate refused failed delay
NOT big deal terrible not work crazy error NOT happy thick don't know how worried [ 20
not worth piece of junk NOT bells and whistles quieter NOT light regret pricey 0o oo oo
Do not buy drains moldy junk soaking defective too much NOT top hard time — 200501 200501 01001 01101
* Contextual Views E £ BT cioind BUOT L - £ ouallas cliffioul o 3 i
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CA Studio: Modelling, Not Programming
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Find Addresses (US).annoconfig
Find Dates {Arabic).annoconfig

o Find Dates (English).annoconfig

S Find Dates {Portuguese).annoconfig
Find Dates {Spanish).annoconfig

o Find People {Arabic).annoconfig

o Find People (English).annoconfig

29 Find People (Japanese).annoconfig
Find People (Portuguese). annoconfig
Find People {Spanish).annoconfig
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[-{=- README
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= Rules

D de-XX-Addresses-pri.xml
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|Z] de-xx-addresses.jar
Le en-UK-Addresses [locz
en-UK-Addresses-pri.xml
| en-UK-Addresses-ts,xml
|=| en-UK-Addresses-tsin, xml
E| en-UK-Addresses.jar
1 en-US-Addresses
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Dictionaries and Rules

=

Arden]

Harpenden,
Canterbury,
Coven

United FKingdom

ham Court,

41 Featherstone Street,

117 Russell Drive,

TV,

Cxford Road, Aylesbury,

London W1P SHQ,
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Rule Type: O Fire all rules at this level

Using Config: Choose UIMA pipeline configuration

Selection . Annotation | Constraints | Properties |

w Rule Config

Rule Set: I Address

H

Input Text: [ Ackermannsivasse 123, Rosenhem, 60655 Paste |

i Add Annotation

7] | dd

Type = Punctuation [

Connected To Previous

Value =,

Length =
_| @ Dictionary Match = False

€} 5: AddressFinal

| T—? Subtree

m

s Rules Builder:
| sec | Tvpe | Labe1 | original Text | createa | Modified .
Ru Drag, Drop and Configure
| | Address Bhrases Ackermannstrasse 123, . 2009-01-15 2011-01-05 L
Default Fhrases Ackermannstrasse 123,. 2009-01-135 2011-01-035 DSFDES4E. ..
Location Phrases Kreis Rosenheim 2009-01-15 12283602, ..
Location Phrases Hreis Freising 2008-0 3 ABCGET38F...
Location Phrases Wittelsbacher Land 2009-01-15 DESSE3TS ...
Partialiddress Phrases Ackermannstrasse 123,... 2009-01-15 ABDEBSIIL...
|| PostCode Phrases TO659 2005-01-14 TFAIFEDT
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Summary - Voice of Customer

Customer

M&

Call

IBM Content Analytics

Service = Communication

Center

Voice of Customer

Customized for Business Scenario —_
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Lexical Dictionary Pattern Rule-based ICA .
Analysis » Lookup » Matching » Categorization Function

) Extracted
uestion Categor
Information

Category = Service > Communications > discount

| heard about that you are going to change the
estimation method of "xxx discount " service.
Please give me more details on the changes made.

Product = Smart 4G ' Category = Product > Smart 4G > Battery

Service = Discount

[ =
. ]

t
J 3
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VOC = Question
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g
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9

I charged my Smart 4G through out the night and when |
took it out of the charge it was at full. But, it runs out of
battery in 3 hours. It is annoying . How do | preserve
the battery li

And More...

J

A mobile telecommunication provider utilizes ICA

to analyze large volumes of information from multip le
customer service centers for better customer suppor t.

Analyst
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