
Customer Insights



The Business Challenges

Ø In today's fast-paced business environment, understanding and improving customer experience is paramount for
call centers. Leveraging the power of Azure Cognitive Services, our Call Center Customer Insight Gen AI solution
transforms customer service interactions into valuable insights, revolutionizing the way call centers operate and
engage with their customers.

Key Results.

Ø This solution integrates easily with existing systems, converting speech to text and analyzing data to improve customer 
service, agent performance, and operational efficiency. It prioritizes data privacy and security, ensuring a trustworthy 
platform for gaining customer insights and driving business growth.

Key Features:

Ø Sentiment Analysis: Evaluates customer emotions during calls, offering a clear view of satisfaction levels.
Ø Agent Scoring: Assesses agent performance on calls, highlighting areas for improvement and training needs.
Ø Summarization: Provides quick, concise summaries of calls, capturing essential points and outcomes for efficient

review.
Ø Key Issues Identification: Detects and categorizes recurring customer issues, guiding call centers in addressing and

preventing these problems.

USECASE - Customer Insight Gen AI Solution



ARCHITECTURE - CS Insights

• ADLS GEN2 Storage
• Service Principal (Entra ID)
• Key Vault

• Static WebApp, Cosmo DB
• Web App/Azure Function – For Backend
• Open AI - Chat GPT 4 & Speech Service

Help Page

Speech 
To

Text

Web UI

Azure Cognitive Services

Web Application

ADLS GEN2

Build | Deploy - CI/CD

Python Backend

• Sentiment Analysis
• Agent Scoring
• Summarization
• Key Issues
• Translation to Hinglish

Open AI ChatGPT 4
Speech Services

Key Vault

Saving Results
Output and Logs

Using Python Script

AAD

Production Repo

Input

RG - dream11-cs-bot-rg

https://web-be-app-sc-insight.azurewebsites.net/

Premium v3 P1V3
ACU/vCPU - 195
vCPU – 2, Memory – 8GB
Storage – 250GB

Frontend

Hosting plan - Free

ASP-Dream11CSBotRG-bb2f (P1v3: 1)

Chunking

parallel processing 
and concurrency

Results

Cosmos DB



App UI - CS Insights

BOT



App UI - Dream11 CS Insights

BOT



App UI - Dream11 CS Insights



Thanks


