Evaluation of Customer Service Interactions Using the REST API
Ivirtualbot/sentiment/sentiment_analysis

Market: Companies with high volumes of customer interactions (banks, telecommunications,
utilities).

Description:

The REST API /virtualbot/sentiment/sentiment_analysis, which utilizes advanced OCR and a
multimodal LLM, allows real-time analysis of customer service interactions. Sentiment
analysis can detect frustration, confusion, or satisfaction, while intent analysis helps identify
the urgency or type of assistance the customer needs. This enables support teams to act
proactively and improve the quality of the service provided.

The system can process both written text and spoken conversations during interactions,
making it easier to detect the sentiments and intentions behind each query in real time.
Agents can adjust their responses and strategies based on this information, significantly
enhancing the customer experience.

Specific Advantages:

1. Improvement in Customer Satisfaction:

e Sentiment Detection: The system identifies whether the customer is frustrated, confused,
or satisfied during an interaction, allowing agents to adjust their responses to calm frustration
or improve customer satisfaction.

e Personalized Responses: By detecting customer emotions and intentions, agents can offer
more empathetic and personalized responses, increasing the likelihood of resolving queries
effectively and quickly.

2. Optimization of Support Efficiency:

e Prioritization of Critical Queries: Intent analysis enables the system to classify interactions
by urgency or complexity. The maost critical or frustrated queries can be prioritized for
immediate attention, optimizing workflow and ensuring that urgent needs are quickly
addressed.

e Improvement in Response Time: Knowing the customer's intentions from the start allows
agents to provide faster and more targeted responses, eliminating unnecessary steps and
reducing wait times.

3. Identification of Recurring Issues:

e Monitoring Negative Emotions: By identifying patterns of negative emotions in multiple
interactions, companies can detect recurring problems in products or services, allowing them
to address the root causes of customer frustration.

e Detection of Operational Issues: Sentiment and intent analysis across various interactions
can reveal areas for improvement in support processes, helping companies optimize their
internal operations.

4. Improvement in Customer Retention:



e Prevention of Customer Churn: By detecting signs of frustration or dissatisfaction during
interactions, support teams can act quickly to address issues before the customer decides to
leave the service or escalate their complaint to public platforms.

e Proactive Support: Emotion analysis enables companies to intervene proactively, offering
solutions before customers become frustrated enough to leave the brand.

5. Personalization of Customer Experience:

e Responses Based on Intentions and Emotions: The system allows for personalized
responses based on the customer's intentions and emotions, improving the overall
experience and increasing customer loyalty.

e Intelligent Query Segmentation: Queries can be segmented based on the detected
emotions and intentions, allowing the allocation of appropriate resources for each type of
interaction.

Key System Integrations:

1. Customer Relationship Management (CRM) Platforms:

e Recommended Platforms: Salesforce, Zoho CRM, HubSpot.

e How it Works: By integrating with CRM, the system can enrich customer profiles with
emotion and intent data, improving customer service quality and delivering a more
personalized experience.

2. Customer Service Tools:

e Recommended Platforms: Zendesk, Freshdesk, Salesforce Service Cloud.

e How it Works: Emotion and intent analysis can be integrated into customer service tools,
enabling agents to respond to queries with greater empathy and efficiency and prioritize the
most urgent cases.

3. Data Analytics Tools:

e Recommended Platforms: Power Bl, Google Analytics, Tableau.

e How it Works: Customer interaction analysis, including emotions and sentiments, can be
exported to data analytics platforms to generate reports that help improve customer service
processes and team performance.

4. Workflow Automation Platforms:

e Recommended Platforms: Zapier, Automate.io, Microsoft Power Automate.

e How it Works: The system can integrate with automation platforms to automatically route
the most critical or prioritized queries to the appropriate agents, optimizing workflow and
improving response times.

Conclusion:

The REST API Nvirtualbot/sentiment/sentiment_analysis is an essential tool for companies
with high volumes of customer service interactions, as it enables the real-time identification
of emotions, sentiments, and intentions. By improving customer satisfaction, optimizing
operational efficiency, and allowing personalized responses, companies can deliver a more
efficient and empathetic service. The ability to prioritize critical queries and detect recurring
issues enables proactive customer management, improving retention and strengthening
relationships between companies and their users.



