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Enterprise Dialog Analysis ™

Convert unmanageable corporate
data into true sources of value






e IM

Unstructured Data is Growing

* Proliferation of communication channels

« Growing number of available data sources

« Experts say 70-90% of valuable business data is in

unstructured form

« Unstructured data in a company is growing at 15-25% pa

Unstructured

» QOperator notes

« Text documents
« “Comments” fields
 Web pages

Structured

« Transactional data
* SQL queries

« MDDB tables

* Other databases




Shortcomings of Data Mining

T™

* Most dialogs are conducted in natural language

 Traditional data mining has targeted structured data
- Limited number of DM tools with linguistic capabilities
- Data warehouses store structured data
- Lack of suitable visualization techniques

« Companies are collecting more information than they can
process

Dialog information has been out of reach
for analytical purposes




Novel Source of Knowledge
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» Dialogs might touch into anything that the customers,
partners or employees find important

* Freeform text collected from dialogs holds a great potential
for improving operations

* Qualitative and Quantitative information can contribute to a
new understanding of business related issues

Utilize all your information and discover patterns and
trends from external and internal dialogs
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Areas of Applications

Where can dialog Analysis be done?

vV V V VY VY VY V

Customer Emails

“Comments” fields

Employee surveys

Customer surveys

Call center notes

Newsgroups

Electronic message boards, etc.
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1: Customer Emails

« What type of concerns your customers have
 How these concerns relate to different products and services
« How do they relate to specific departments

 Identify ways to mitigate and handle those concerns more
efficiently

Analyze incoming customer emails and get knowledge
about the concerns of your customers
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2: “Comments” Fields

« Get full benefit from survey by using a streamlined solution
for extracting knowledge from comments

« Improve understanding of behavior and relationships by
combining quantitative and qualitative information

« Extract quantifiable data from user “comments™ and improve
decision models

Companies ask for comments from customers, but
lack a powerful tool to process and analyze them




e IM

10

3: Employee surveys

« Uncover trends in key performance factors like
attitude, job satisfaction and perception

* Find out what problems employees face in
execution of their job

 Link this qualitative information with company
performance measures to find trends and patterns

Get closer to your employees to reveal factors that
influence key business drivers
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Case Study

» The United Mutual Research Center analyzes a huge amount
of natural language call center claim records.

» Objective was to identify and correlate occupational trauma
hazards with accidents and injuries

« All call center data processing was done manually and was an
extremely labor-intensive process.

* An integrated solution using text mining with PolyAnalyst 4.5
was developed to automate the analysis process.

>> Results on next slide

United Mutual researchers can automatically determine the
main occupational trauma hazards for different groups of
insured




Case study - Results

Unstructured call center data converted into important knowledge

Unstructured data Comprehensive
o ) Results

POUNDING (M WHEEL STUDS AND HlT HlS FOREARM WITH HAMMER
|1 Finger9)

B Bend

Knes

EE UNLEW)INGNI ORDER, HIS FUUT BEC#
EE 'wiAS IN SHOE STOCK ROOM REACHIN
PUSHING ‘WIRE UP THROUGH CABLE TRAY
FACE LACERATION BY MACHINERY

HILE WALKING DUTSIDE A CARGO RAMP THE EE TWISTED HIS RIGHT FOOT ON A PEM]
/HILE PUSHING BOES THRU ISLE, BUMPED MACHINE CAUSING HIM_ TO FALL OVER 19
JORKING OM ATS 1200 CHECKING JAM, PRESSED AIR BUTTON LEAMED ON MACHINE &
SLIFFED 'WHILE MOWNG PALLET OF FIsTURES 'W/TwiD 'WHEEL DOLLY.
EMPLOYEE WS DRIVING TUG IMN BAG RODOM AND HIT A CURE, WHEEL TURKED IHJURI
EMPLOYEE 'WiAS LIFTING A PIECE OF MACHINERY INTD CUSTOMERS CARAND PULLED 4|
STANDING DUAL WHEELS BACK A SET OF DUALS TO PUT RACES IN UF AFTER PUTTING
EE ALLEGES HE SHUT LATHE MACHINE OFF, HOWEVER THE MACHINE ‘WAS STILL SR
FELL DOWN WET RAMP WHILE WHEELING CASES OF WINE INTO STORE BASEMENT,
EMPLOYEE WAS WORRING OH A RAMP WHEM A TOw BAR STRUCK, THE EE [N THE KNEH
OPERATING FORE. TRUCK-CONSTANTLY REACHING RT ARM T OPERATE CONTROL
EMPLOYEE ALLEGES THAT WHILE CLIBING INTO MACHINE HE INJURED HIS BACK.
EE STRUCK THUMB W1TH HAMMER.
CALUGHT THUMB ON ARM OF MACHIME AS IT CAME DUWH TO GRAB YARN
fAS TIGHTEMING DOWM A CHAIN WATH BINDER BINDER BROKE N 1/2 CALSE HIT AR
JATNE WAS PLOWING WALKWAY OF SNOW WHEN HE SLIPPED ON HIS  SIDE AMD GO
HAD SLEDGE HAMMER DVER SHOULDER, TRIPPED OVER PALLET FELL CAUSING HAMM
OPERATOR ERROR, EE USED 'WAONG SIZE FLANGES OM SIDE GRINDER AND FLANGES
EE CUT HER HAMD N A SHARF PIECE DF ME TAL ON MACHINER'Y
HAND WAS CAUGHT BETWEEN MACHIME FART ROLLSTOCKAS IT  TIGHTEMED AGAI
A% CALLED TO PUT ON THE VACUUM-AS HE WaALKED ON THE RaMP HE LOST HIS FOO|
PULLING PARTS FROM DEWEBBING MACHIME FINGER WaS PFINCHED.
EE STATED HE WAS BEHIND LOOM 557 WHEM HE WAS TRYING TO PUSH A BUGGY AND
WHILE WORKING DN A LOOM EE FELT PAIN [N HIS LOWER BACK.

Bdod

&i&_bone os 6218
Diagnosis_contusion 3h159

nite divide part separate 11cad

Dh:g_;no

Diagnosis_arm 386fa

Diagnosis_right 44989
Diagnosis_shoulder 4571

Diagnosis_wrist

¢ Diagnosis_penetrate- 11676

“Diagnosis_back:38¢56
Diagnosis_finger 3d65a
Diagnosis_sprain 46105

Diagnosis_thumb 47131

Diagnosis_(lefl hand) 26210
Diagnosis_(right hand) 28913
~ Diagnosis_strain 464af

Diagnesis_(index finger) 25¢5a

What knowledge was Hands / finger injuries were more prevalent in incidents
discovered from involving machines
above text? v Emphasize on use of Protection equipment
v'Set appropriate insurance premium for this type of
customers
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How to Get Started

« Megaputer Intelligence offers solutions that are especially
tuned to Enterprise Dialog Analysis

v" Solutions powered by PolyAnalyst
v' Interfaces with most popular databases

v" Pilot projects can be arranged to demonstrate the technology

« Request How-To tutorials and real-life case examples

* An experienced research team can help with customized
solutions for your specific needs

Megaputer Intelligence offers a structured
w methodology to get you started with Enterprise
A . .
Dialog Analysis
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Summary

« A majority of your data is in unstructured form
Emails, documents, reports, surveys

« Traditional data mining solutions have only dealt with
structured data

* Freeform dialog text can be a novel source of
knowledge

« Our powerful solution for Enterprise Dialog Analysis will
enable you convert unmanageable corporate data into
true sources of value

Low Cost Solution - Fast Implementation
Very High ROI !
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Who do | contact?

Megaputer Intelligence, Inc.

WWW.megaputer.com
(812) 330-0110
sales@megaputer.com

120 W. 7th Street, Suite 310
Bloomington, IN'47404, USA
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