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(57) Abrege/Abstract:

A computer-implemented method and an apparatus for modeling customer interaction experiences receives Iinteraction data
corresponding to one or more Interactions between a customer and a customer support representative. At least one language
assoclated with the interaction data Is detected. Textual content in a pluralty of languages I1s generated corresponding to the
Interaction data based at least in part on translating the interaction data using two or more languages different than the at least one
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lage. At least one emotion score Is determined for text corresponding to each language from among the plurality of
lages. An aggregate emotion score Is determined using the at least one emotion score for the text corresponding to the each

lage. An interaction experience of the customer is modeled based at least in part on the aggregate emotion score.

VRN / [ ] ]

R AL RN - w - .- "y
A s fas ..‘: l'":_.,’.'.
N 777
Saheewsowmy CI PO

N e
OPIC - CIPO 191 SRVDPERSSNNT

®
) ¢




12

‘ . . \\.L..\’K L .“-1\-‘_‘ \‘9. 6
v 2 i ¢ - o
SN T s =
AR . T Pl O -4
p ...rm\w\t.}.vuﬁ < » “ y P X r.-\\ " , A)i(. o
S S R R R X . g .
s A e ey . ALy ™%
i e AR BT il Y.
X - 4 . I R
-~ . -~ 7 prrarte o,
Y £ / 7 ‘“ \.!‘.l...lf.v o
Y, s .Qﬂx&x\%..y. - iy
gy A coo
3 A @ RO

it
&
N

&
3
N
8
o

f
o N
o O
R b .m wi Alu.)
rw ¥ 4
ot b /
3 4 o
. .\r W...m..w T .._..qua..\ ..z.....fw..,. |
2 “,
DR I
T 4 ..
S o
¥ o ks
ek e
A ™
i & : 1o
.‘. {2 | N,
5 W == 7
..s\t&*. . LA
T o ¥ .NA\.A\.AAAAAA\.AAAA&.”
S .
Wv. % ...\m.. ﬂmfd/t
.fw...,..ﬂyvn s N
k’ £ N

-
AR R e T Y

DATABASE

) ) Wi
LN N e \\\\\\\_“r’v"!_\*-‘“" .

f
i
.mw

B

+

a L
5 "u 'S M i
F " 3 “_ b

PO 4 ﬂ.\!\\.n_,
P .m\\.\.\\“..“ F \%Mm\u..%

\& “.l ﬂ = n - . - . . ﬁ "

IR S Ty o ot i S
E b Amvia AL e i S i |
P ,

TBEL [ BLLEEF e W
Ly L R S s Foadis
M ..us ..a.s ..m. .

A m
T
RO e

Fils, 1



	Page 1 - abstract
	Page 2 - abstract drawing

