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PROBLEM STATEMENT DATA WORKFLOW

CEOs all over the globe and across industries are recognizing the need
to generate value in a multidimensional way. Existing business metrics
for success focus primarily on revenue and shareholder returns, which
do not offer a VIEYV into how business can c.reate value for all CUSTOMER
stakeholders. In view of these trends, we aimed to develop a new EXPERIENCE INDEX
metric measuring Customer Experience to help businesses deliver
value for all stakeholders.
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Deep learning models provide better level of precision and can support business

stakeholders by delivering more accurate data-driven insights. As a result, we developed
a FLAIR deep learning classifier to guarantee the proper optimization, achieved through
these steps:
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04 Application

Classify on G2000+ company
transcripts in all industries
ranging from 2015 to 2021

03 Deep Learning
Classifier

Build the customer experience
classifier using the Flair deep
learning framework with
hyperparameter tuning

The Customer Experience Index is used as an
input for the financial performance metric
model, which allows comparison between
industry peers and quantify the economic
value of Customer Experience. This is critical
. e for executives to drive strategic business
well their organization is o .

- insights, as a numeric score allows them to
leveraging Customer identify where their organization needs
' Experience for further improvement in the dimension of Customer

growth Experience.

Why are we creating it?

Help CEOs understand how

Model Accuracy: 99.62%

Our approach suggests a novel way of viewing and measuring company success through the lens of Customer Experience.
Using Natural Language Processing, we have created a metric which was previously unquantified and have created a strong
foundation for future work on the topic. This project ultimately supports Accenture’s efforts through 3 main aspects:

))) NEW PROCESS DNA ‘Y‘ SUPPORTING CHANGE

Creating a new project that can be Foundational model for further Supporting critical broader effort to
repurposed for other (aspects of the development and adoption for other anticipate and manage change
work beyond CX) dimensions metrics as well as future use with clients across industries



