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	Health Alliance Plan (HAP), founded in 1969 and headquartered in Troy, Michigan, is an innovative and trusted health insurance provider with a mission “to enhance the health and well-being of the lives we touch.” HAP was one of the first 21 health plans in the United States to publicly report on the quality of care.
	Every day, HAP receives numerous customer service inquiries in their call center that range across a variety of customer needs. With such diverse inquiries, there is a lot of information that a call center representative needs to be prepared to both receive and relay. Training representatives for all these different scenarios is a time-consuming and overwhelming process.
	Our Customer Intent Engine and Training Tool enables representatives to enhance their customer service skills by providing valuable insights from historical customer calls. Our software analyzes transcripts from past calls, identifies the customers’ intents, and displays the information in numerous ways on our web application.
	Our website offers interactive dashboards where users explore the details of past customer inquiries from various perspectives such as call frequency, commonly used words for specific topics, most frequently asked intents, and more. Users click on specific dashboard pages to gain further insight into a given topic. Our application also provides a smart chatbot to enable customer service staff to ask questions as they use the website for training.
	Our front-end software is developed using HTML, CSS, and JavaScript, while the back end is implemented using Python Flask with PostgreSQL as the database. The software leverages Python for data analysis and generates interactive dashboards using the Python Dash library. The chatbot is trained and implemented using the Hugging Face library in Python.
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Customer Intent Engine and Training Tool
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Our tool is designed to help businesses improve their customer service and increase customer satisfaction. We provide businesses with valusble insights into customer behavior and

preferences, helping them make informed decisions and improve their customer service.

Get started with HAP today and take your customer service to the next level!
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Chatbot

Hi tis i Andrew. How can T help
you?

need help changing my PCP.

Please provide your name and 1D
number,

Stacy Smith - 98246753

Gotit!Give me a moment o pull
up your nformation.

Type amessage, Sond
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States with Customer Calls

Top 12 Cities in Michigan with the Most Customer Calls
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