Finding the Signal in the Shared Channel Static

Customer shared channels are goldmines of candid feedback, but their unstructured,
high-velocity nature makes manual risk detection impossible at scale.
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Risk
Detection

Triage

Escalation

The Evolution of Risk Detection

Manual Era Al-Augmented Era

Proactive & Data-Driven

Continuous automated scoring of all
channel interactions.

Reactive & Intuition-based

Dependent on CSM catching the
right message at the right time.

Manual Scrolling » —4&\ Automated Flagging
Endless sifting through informal B ﬁ — Al highlights only critical shifts in
and noisy threads. @  account sentiment.

Ad-hoc Processes | m API-Triggered Workflows
Manual internal tagging and {'("_h Automated ticket creation and
copying text. _}L_ o intelligent routing.
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Decoding the Nuance of Real-Time Communication

Category

Strongly
Negative

Mildly
Negative

MNeutral /
Informative

Strongly
Positive

Example

If this isn't fixed
today, we're done.

We're still seeing that
lag on the
dashboard...

Can you send the API
documentation?

The new deployment
is flawless! ;¢

The Sentiment Spectrum Matrix

Meaning

Explicit threat of
churn.

Growing frustration;
urgency required.

Factual request.

Active engagement
and advocacy.

p

The Emoji Weighting Scale

Base Sentence: We are looking into this.

We are looking into this. \ l /
0.0
___-_'_'————-.
| ?
We are looking into this. ® \ 7 4 /
+0.2
T |

We are looking into this. @

\ -

-0.8 | Sarcasm / Frustration Detected |

i
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The Al Refinery: From Raw Text to Quantifiable Score

Ingestion

Gﬂ

Secure APl Integration

Scrubbing

2023-10-2814:30:05
@username
(SYSTEMILOG}
MU%EF’LTTH
(SY SE-MILOG)
{SYSTEMLOG)
2023-10- 381 4:30:05

Thanks for the update.

We need this fixed.

Delay is unacceptable.

[AUTO-ESEL Y]

Delay is unacceptable.

Thanks for the update.

We nefx

[AUTO-REPLY]

[AUTO E’{’ V]

7

Preparation

Output

Tokenization & Lemmatization o

" The client's growing frustration is
clearly visible in the recent tickets.

The | client's growing frustration is

clearly wvisible in the recent tickets

-1.0 0.0 +1.0

client 'grow frustrate be clear visible

T e

ticket

Contextualized Risk Score
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The Contextual Contextualizer: NLP in Action

Domain-specific lexicons and supervised learning ensure the model

understands our specific product context and industry jargon.
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| [
ﬁ Sentiment

" Classification (+EI.B]J
| il

LL/

We love the new reporting feature, but the AcmeCorp
¥

»

Named Entity
Recognition (NER):

Customer Entity
-

|

database sync has been broken since Tuesday. |

|

Need this escalated ASAP.

Urgency Detection:
High Risk Flag _J

|

p—
Part-of-Speech

Tagging: Verb

linked to
Product Noun ‘
o
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The Threat Detection Typology

p

The Sentiment Spike

F Y

ot

Mwaz

-

Sentiment Decay

Sudden negative influx
indicating an acute crisis or
critical software bug.

a

Thematic Concentration

The insidious, gradual loss of
positive engagement signaling
creeping disengagement.

lag |

downtime

~ billing

Deep thematic analysis revealing
structural dissatisfaction beyond
Isolated complaints.




Detecting Invisible Churn

Al doesn't just catch angry customers—it catches fading customers. Sentiment decay
registers weeks before traditional telemetry triggers an alarm.

p
High

Score

Low

Standard Health Score
(Usage, logins, payments)

Al Sentiment Score

The Blind Spot:
55 Days of Invisible Decay

~_Actual
Churn

Day O

Day 30

Day 85

Day 90
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Closing the Loop: Automated Escalation Workflows

Immediate, automated triage ensures no critical signal is lost in the noise of manual scrolling.

Negative Sentiment
Spike Detected in

Slack
, l )
r . Y
Al Contextualizes
jAI !5 Thread & Generates
J Summary

|
l \

' Support Ticket |
| %l-i:—l | 'SISES Ei'f‘nﬁg to ‘ L?{-‘l@} Auto-Generated &

E
Pre-Populated
\, > L




The Augmented CSM: From Reader to Strategist

Sentiment Triage:
Flagging only high-priority threads
requiring human empathy.

\ Conversation Summaries: \
S m—
/ Distilling complex threads into /

concise prep-nmtﬁ/_’ \ y
\S Strategic Upsell

Prioritized Outreach: Identification

Directing resource allocation to
accounts showing hidden decay.

Proactive Intervention

Personalized
Relationship Building




Operational Baseline and Expanding the Radar

Current Deployment Data Expansion Roadmap

Radar Expansion
o,

"y 2

Shared Pos. Sentiment Neg. Sentiment
Platform |
Channels Score Score

" Email & Suppnrt Predictive Churn

Slack 25 0.75 A 0.25 & | | Chat History Algorithms
l \ Integrations ;"I Holistic health Correlating sentiment
| 'nh R‘x / view with historical models
= I". ".___. ) _.-"'f
Mo 30 0.68 A 0.32 & T -’

Teams A

Takeaway: We are transitioning from reactive firefighting to predictive customer architecture.
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