Keatext
for support ticket analysis



You're receiving alot of customer
support tickets, and you need to...?

O'I Understand the reasons behind customer issues,

guestions and requests and prioritize actions

02 Monitor agent responses to provide the best
customer experience

03 Swiftly and effectively share findings with the
team and make an impact on your customer

experience
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We help you understand customer
support tickets and prioritize your efforts

in minutes

O'I Find out recurring issues and prioritize efforts

Uncover issues that keep surfacing and sort them using Keatext's

ability to group issues of the same nature.

02 Find out “what” to improve in your agent responses

Reading agent responses to ensure the quality of the customer

experience doesn't scale. Keatext helps you expedite the task.

o 3 Share your findings across the company easily

Share dashboards to ensure your findings are well communicated

across the company.
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How it works

DATA COLLECTION from the
helpdesk (Zendesk, Intercom...

Filters

Focus recom "Keatext

Sea Executive Summary

Food ‘

For the food, the company could improve delivery times, 3.1 |

ensure food is hot and accurate, provide a way to cancel ment st

orders, and have better customer service to address
’ issues like incorrect orders and charges. . IVIVIEN

® praises (5%) © Problems (50%)

® Questions (5%) ® Suggestions (10%)

e ‘ Driver
3-6 For the driver, the company could implement a GPS
‘ entimen system, offer more training and support, hire more drivers,
~ have better customer service standards, and implement a
better follow-up system to ensure delivery accuracy.

® praises (5%) @ Problems (40%)

® Questions (5%) ® Suggestions (20%)

SHARE YOUR FINDINGS WITH
REPORTS BACKED BY USER
STORIES

© Keatext, 2024

Artificial

NC
WA

Intelligence

“Ke

-ayt

Dashboard /'

+ Problems v Suggestions

Sentiment score

3.18

problem:

+ Add widget O! Editlayout «ee

Reset Alitime~ | Y
NPS Score by City oo Top comments
city Rating Average Opinions
Vancouver 48 :
vancouve 2 Topics i T T

92 83 44 36
. 3.33
san Francisco 321 tor n 16
ottawa 125
38 33 17
New York 168
o 16 9 = =

Topics

GET ACCESS TO
CONSOLIDATED FINDINGS

= Filters 10 of 10 topics

Focus recommendations All time ~

Discover the key areas of your business that have the most impact on satisfaction metrics like NPS and CSAT. Keatext identifies up to 12 topics along with an
impact score that represents the strengths and weaknesses in your data. Click on any topic to explore its root causes.
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FIND OUT RECURRING ISSUES
AND PRIORITIZE ACTIONS
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Keatext captures meaning

Filthy carpets, cracked walls
The rug was stained

The carpet was grubby

The carpet was dirty

Also, the carpet looks gross

Carpet that looks like it had not been cleaned

The mat was uncledn
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Keatext is based on cutting edge
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Kedatext
features

TTTTTTTTTTTTTTTTTTTTTTTTTTTTTTTTT



Executive Summary Report

Filters

Focus recom

food

oot

“Keatext
Executive Summary

Food 3.] ‘

For the food, the company could improve delivery times,
ensure food is hot and accurate, provide a way to cancel
orders, and have better customer service to address
issues like incorrect orders and charges.

Sentiment

-

Problems (50%)

® Praises (5%)

® Questions (5%) ® Suggestions (10%)

Driver

For the driver, the company could implement a GPS
system, offer more training and support, hire more drivers,
have better customer service standards, and implement a
better follow-up system to ensure delivery accuracy.

3.6

Sentiment
Score

Problems (40%)

® Praises (5%)

® Questions (5%) ® Suggestions (20%)
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Al-based recommendations

= Filters

Focus recommendations

10 of 10 topics

Date range

All time =

Delivery

For the delivery, simplify the communication between
customers and drivers, and consider adding more

Driver

pfront about what fees will

For the driver, consider providing educational resources and |ing more transparent and

d. This could increase the

10%

Key Weaknesses

contactless delivery options for customers who prefer it. This trainina on customer service and safetv to better equi
could increase the satisfaction of your customers by 6%. g y q p 4%.
More details o (5 drivers to handle orders. This could increase the o o5
satisfaction of your customers by 4%.
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Customizable Dashboards

Dashboard + Add widget O! Edit layout eee
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Granular detection of intentions and

sentiments
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Ongoing tagging, so youdon't
miss anything
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Native connectivity, and more

Sources & Integrations |/ Sources

Sources

Add integration

XM

Qualtrics ServiceNow
Available as an add-on. Available as an add-on.
Contact us to enable it Contact us to enable it

Alchemer

Available as an add-on.
Contact us to enable it

£

SurveyMonkey

Available as an add-on.
Contact us to enable it

"
“
Zendesk

Available as an add-on.
Contact us to enable it
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Trusted by enterprise brands

Iintelcom

AMERICAN
EXPRESS

Lenovo

INTUIT

orange
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Read this case study on support tickets
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https://www.keatext.ai/en/blog/case-study/coola/

