
An effective solution would:
Analyze constant, high-volume, aggregated 
streams of feedback

Help identify and understand prevalent, critical 
issues

Uncover insights to improve customer support 
processes

The challenge
Despite receiving constant customer feedback from its website and call centers, this North American office supplies 
retailer was blind to its lessons. The insights its Contact Center Team could use to identify, address, and reduce 
issues that chased away customers were buried within its more than 2.5 million documents.

The feedback included text from online chats and call transcripts across multiple contact centers and agents. With 
thousands of messages and calls each day, in-house solutions could not scale or process enough data in real time – 
let alone aggregate across channels and sources.

The solution
With Luminoso, the team analyzed its aggregated data, 
surfacing trends, unknown issues, and root causes. Initially 
focused on prevalent concepts, the analysis yielded 
unexpected insights. For example, a site migration bug 
prevented logins to the retailer’s rewards site. The team 
had assumed this was due to forgotten usernames or 
passwords. And from chat transcripts, the team learned 
that issues with modifying or canceling online orders had 
led to an influx of calls. 

The Contact Center Team coordinated with the Website 
Team to fix the migration issue and add the ability to 
change or cancel orders. While tracking these fixes to 
ensure resolution, the team continued to monitor data to 
capture issue recurrence – and identify new problems. 
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The results
The Contact Center Team used Luminoso to detect root causes and share findings to resolve problems, fast, leading to:

With Luminoso, the team analyzed its aggregated datasets to 
surface trending topics, unknown issues, and problem root causes.

Luminoso turns unstructured text data into business-critical insights. Using common-sense artificial intelligence to understand language, we empower organizations 
to discover, interpret, and act on what people are telling them. Requiring little setup, maintenance, training, or data input, Luminoso combines world-leading natural 
language understanding technology with a vast knowledge base to learn words from context—like humans do—and accurately analyze text in minutes, not months. 
Our software provides native support in over a dozen languages, so leaders can explore relationships in data, make sense of feedback, and triage inquiries to drive 
value, fast. Luminoso is privately held and headquartered in Boston, MA.
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Luminoso analyzes unstructured text in minutes, to accurately 
make sense of it and inspire your organization’s actions.

Bring to light what your 
customers are saying

Uncover unexpected trends, issues, 
and root causes

Resolve problems faster by 
accelerating time-to-insight 

Monitor fixes and surface new 
emerging issues through ongoing 

analysis

Higher customer satisfaction and increased 
positive feedback

Drastic reduction in unnecessary contact center 
calls, negative feedback, and issue reports 

Expanded customer self-service capabilities and 
website functionality 

Faster time-to-resolution and lasting fixes for 
service requests

The benefits

http://www.luminoso.com
mailto:info@luminoso.com
https://twitter.com/LuminosoInsight

