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• 20,000 employees
• 200,000 daily customer interactions



Mining the Voice of the Customer
 Handling of Customer Care Notes (CCN)



Textual Analytics: From Word Counts to Co-
Occurrence Patterns



Textual Analytics: From Word Counts to Co-
Occurrence Patterns



About the tool

Textual Analytics: From Word Counts to Co-
Occurrence Patterns

Pick-up failed Broken drill



Visualizations versus Statistical Tables
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Visualizations versus Statistical Tables
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Drilling Down to Root Causes
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Topic 13 over time



Drilling Down to Root Causes
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Topic 13 per customer class over time



Looking Beyond 



Lessons Learned
 Position text analytics in business units, not IT

 dataset, mindset, toolset, skillset

 Learn the basics of text analytics by analyzing the past
 By-product: quality evaluation of existing data

 Move eventually toward real-time monitoring of textual data 
streams
 integration and interoperability of systems

 Embed textual analytics into operational business processes
 To what extent are we willing to let technology take over?



Our Text Mining Tool
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www.MineMyText.com



Learn more…
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Iris Junglas, ijunglas@fsu.edu
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