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Al-powered insights for
unstructured feedback.

Imagine having the ability to capture unstructured feedback across
touchpoints and journeys, instantly transforming words into
meaningful intelligence.

Introducing Text Analytics by ConcentrixCX—Ileading VOC
technology that applies Al, machine learning and natural language
processing (NLP) to transform text into actionable insights.
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Helpfulness Comments:

** | called to pay a premium and it took forever for me to speak to a live agent. And then when | was finally able to speak to someone, he didn't knc

about. He needed 1o send my call to someone else. It was so frustrating! *
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** | called because my ATM card always tells me to insert it to read the chip when I'm at the checkout line. My car doesn't have a chip so | can't us¢
way | can use it is at an ATM or online. | was told that they were going to reverse the ATM fees because I've had to spend $5 each time I'm at the st}
go to the ATM. | get charged $3 for the ATM and then $2 from you guys. | was also told that they were going to expedite a new card and have it sen)

have received it within 2 days it's still not here. So | had to withdraw money again today which was I'm sure another $5. | carry my card on me beca

cash now | have 1o alw: cash on me which is extremely inconvenient and not w

nt o do and vihy open a shop account with so |
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Emerging Trends

Issue Resolution

Response Time
18.1 %

‘Communication

Overall Experience
101 %
Agent
76%

Services

Satisfaction Pulse

Region
Richardson

Current Month
66.7%

Previous Month

33.3%

33.6%

Movement
+33.3~

See more
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Key Features

Q Capture unstructured data from

R R R surveys, social, complaints, chat,
0.0 O

email, messaging, and speech
% Recognize employee bright
R spots and push motivational

messages

predict the future impact of

( Data Science will help you
] . T
improvement initiatives

Apply NLP to quantify customer
feelings

CONCENTRIX"

Trigger alerts through Al to find at-risk
customers

Isolate emerging issues with proprietary
NLP

Artificial Intelligence tells you where
to focus

Link emerging issues to action planning
workflows




Top 5 Overall Categories Top Categories By Biggest Movers
By Volume Sentiment Score Change Over Time

-
T, — ® | - Beneflts
2 Emplopee xn 19
3 Bank Products . . -
" oo o | Bl Richer insights, at scale.
5 cattanding Enormous amounts of unstructured feedback are
—_—— generated every second, creating a window into the
agizg # Top Positive @ Overall Sentiment # Change . .
oot - hearts and minds of your customers. Extracting
Employee LX) @ 01 A . . .
A value from this data —quickly, and at scale —is a
A ey || 8 i major challenge.
Bank Products .5 o1z A~
Text Analytics by ConcentrixCX applies artificial
Problem Resolution 12 [@) 018 A . . .
- intelligence and natural language processing to
oteae et e b Aeeee, B e uncover meaning in vast amounts of data, instantly.

Analyze a 360° view of
customer experience

In today’s multi-channel landscape you're not judged on
how you perform in one interaction or channel; customer
experience (CX) is assessed based on how customers
perceive you as a whole.

Text Analytics by ConcentrixCX analyzes multiple
sources of unstructured feedback to uncover opportunities
across the customer journey, shatter internal data silos
and deliver a holistic view of the experience.

Complaints

Social Data Chat

Surveys

for a U.S. banking leader

$1m

savings + lifts in OSAT
up to 176 bps in 4
process areas”

Messaging

Speech

*estimated results
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All CX insights in
one platform

Our text analytics suite is a fully integrated module
of ConcentrixCX enabling the management of
customer feedback through a single location.

Having access to insights from all customers in a
single platform shatters internal silos, eliminates
system redundancy, and creates a unified view of
the customer experience.

Sophisticated NLP that outperforms
the competition

Our proprietary Natural Language Understanding process includes
advanced thought parsing, precise sentiment analysis and application
of machine learning. The combination of these techniques consistently
yields superior results compared to other text analytics solutions.

In fact, a parallel test revealed Text Analytics by ConcentrixCX had
notable improvements across categorization and sentiment accuracy,
emotion and intent when compared to other leading providers.

Sentiment Accuracy  Category Accuracy Response Time

vs. competitor vs. competitor vs. competitor
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Are you ready?

CONCENTRIXCX

Don’t just measure experiences,
transform them.

Contact us

Foll :
+1-800 747-0583 Ofiow s

WWW.concentrix.com/solutions/voc Q @concentrixTECH
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