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Project Overview

e
* Enhance HAP customer service skills training.

* Build a web application.

* Provide insights from past call transcripts via
an interactive dashboard and graphs.

* |[dentify customer intents from call transcripts.

* Provide a Chatbot that answers customer
service concerns.




Team Member’s Technical Tasks

Technical Tasks Assigned Technical Tasks Completed
* Abdulrahman Alanazi * Abdulrahman Alanazi

= Set up Word Cloud figures , Word Count bar graphs, Word
Context tables, and Location Map.
* Praneetha Ankisettipalli
= Set up Intent Counters bar graphs, Call Transfer bar graphs, and
the Quiz Page.
* Averey Davis
= Optimize and improve multiple LLMs for the customer service
chatbot.
* Bao Hoang
= Use LLMs to analyze transcripts, including intent generation,
common customer questions, common reasons for each intent,
and generate Quiz questions.
= Set up Sentiment Analysis pie charts, Location tables and figures,
LLMs Analysis Page, and the chatbot front end.
* Saarthak Sharma
= Set up the codebase for the entire project, including the Docker
file, Flask, HTML, CSS, PostgreSQL, and JavaScript.
= Set up the Login page, Frequency of Calls over the Day line
graphs, and Transcript Duration histogram.
= Scrape data from the HAP website for chatbot training.
* Karoline Yashin
= Set up Frequency of Calls over the Year line graphs, Speaker
Duration box-and-whisker plots.
= Generate PDF summarizing all graphs for specific intents.

= Set up Word Cloud figures , Word Count bar graphs, Word
Context tables, and Location Map.

Praneetha Ankisettipalli

= Set up Intent Counters bar graphs, Call Transfer bar graphs, and
the Quiz Page.

Averey Davis

= Optimize and improve multiple LLMs for the customer service
chatbot.

Bao Hoang

= Use LLMs to analyze transcripts, including intent generation,
common customer questions, common reasons for each intent,
and generate Quiz questions.

= Set up Sentiment Analysis pie charts, Location tables and figures,
LLMs Analysis Page, and the chatbot front end.

Saarthak Sharma

= Set up the codebase for the entire project, including the Docker
file, Flask, HTML, CSS, PostgreSQL, and JavaScript.

= Set up the Login page, Frequency of Calls over the Day line
graphs, and Transcript Duration histogram.

= Scrape data from the HAP website for chatbot training.

Karoline Yashin

= Set up Frequency of Calls over the Year line graphs, Speaker
Duration box-and-whisker plots.

= Generate PDF summarizing all graphs for specific intents.
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Home Page

Customer Intent Engine/Training Tool

Inteats Countes Volume of Calls Woed Clood Duration LM Analysis Sestament Analysis

Welcome to HAP!

Our tool is designed to hedp businesses impeove their customer service and increase customes satisfaction. We provicke businesses with valuabie
insights into customer behunior and preferences, helping them make Informed decisions and impeove their customer service

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

Check out the project sponsar's website at HAP
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Intents Counter

Inteats Counies Volume « Il Woed Clowd Locution Duratien i Analysts Sestamett Analysis

Intents Counter

Select an Intent or intents to viaw the Intents Counter bar graph.
This visuadization helgs quancly how frequently each intent ocours. offcring MSEALS IO COMmOon CUstomer needs and areas of Ngh interaction volume.
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Volume of Calls

Customer Intent Engine/Training Tool

Inteats Countes Volume ¢ ) Weed Clood ocution Duration LM Analysis Sestametit Analysis

Total Volume of Calls

Salect an Intent to view the volume of calls.
Anabyzing Qb frequency by intent helgs uncover Custones Denavior 2ettorTr, guiding staMng. highighting coa Umes ind reveaiing seasonal ronds.
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Word Cloud

Customer Intent Engine/Training Tool

Home Inteats Coantes Volume of Calls Weed Clowt Locution Duratien LM Analysis Sestament Analysis Calls Divension

Word Cloud of Calls

Salect an Intent to view their correspanding word cloud
This helps kentify hey torrrs and phrases Customess use, offering IPsights Mo Dheir Concorms and inproving Intent understanding and resporse strategics.
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Location

Customer Intent Engine/Training Tool

Home Intents Coantes Volume of Calls Weed Clowt Locution Duratien LLM Analysis Sestament Analysis Calls Divension

Location

Select an intent to view whare customers are calling froom.
Usderstanding the geographic distribetion of calls for 3 spaciic intent can help Customer service teams dontify regional trends 20d 130f support accordingly:
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Duration

Customer Intent Engine/Training Tool

Home Inteats Coantes Volume of Calls Weed Clowt Locution Duratien LM Analysis Sestament Analysis Calls Divension

Duration of Calls

Choose a category.
Select an intent to see the average lergth of calls between HAP agents and customers.
Understanding tall duration by Inters heips idertity time Imteractions, ope perk workfiows, nd HTErove overail Customer exparience.
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LLM Analysis

Home Intzats Countes

LLM Analysis

Volume of Calls

Weed Clowd ocuthon Duration

Salect an intent to view ieos that
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Common Questions for PCP Inquiry
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Customer Intent Engine/Training Tool

LLM Analysis Sestament Analysis Callls Divension

Common Reasons for PCP Inquiry
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Sentiment Analysis

Customer Intent Engine/Training Tool

Home Inteats Counies Volume of Calls Weed Clowt Duration LM Analysis Sestament Analysis Calls Divension

Sentiment Analysis

Select an Intent to view the emotion dstribution of customer disoguses from Nstarkcal call transcripts.
Anahyzing emotooal DANEINS Ar0sS COMVErsations for cach Intent Gam Belp Customer senice 10ams 1es0ond with greater empatity asd ingeove overal customer satisfaction
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Call Diversion

Customer Intent Engine/Training Tool

Home Inteats Coantes Volume of Calls Weed Clowt Locution Duratien LM Analysis Sestament Analysis Calls Divension

Calls Diversion

Choose a category.
Select an intent or interits to view the Calls Transfer Graph.
Understanding call diversion patterns Can help enly bottienecks in service flow Improve agent Sraining. and erhance the overall customer esparience
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Customer Intent Engine/Training Tool

Intents Countes W ) ocuthon Duration i Sestament Analyy

Test Your Knowledge!

You must score at least 3 757% on this gtz to pass.
Wt leverage Large Linguaage models (LUK triined an histoncad Call Iranicr iots 10 Sapturs read workd oustomms senvioe soenarios and quz Rores for repy traning

Question 1: What should a customer do if they were automatically switched to a new plan and want to revert to their previous coverage?

Viakt urtd the next open encofiment periad

Contact thesr emplover for s manual change

Call costomer sarvice and reguest to be tranerrad 2o the appropriate line for anistance
Vit a local imurance clfice in parsan
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What’s left to do?

* Features
e Stretch Goals
e Other Tasks

=" Enhance and refine the front-end.
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Questions?
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