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Introduction

NLP, ML, and Text Mining to the rescue

Retailers need to be aggressively innovative to remain relevant in The Age of the Customer — where 
people are now more empowered to voice out their sentiments, influence other customers, and 
choose where they spend their dollars.

Today’s customers are vocal. They are not shy about sharing their experiences — whether good or 
bad — via the various channels that are now at their disposal. This presents a massive opportunity 
for retailers who can listen and act on their customers’ wants, needs, and complaints in order to 
improve service, deliver higher value offerings, and increase customer satisfaction.

The problem, however, is one of scale and complexity. How can retailers listen and act, when they 
are dealing with a deluge consisting of hundreds of thousands of messages delivered in various 
formats across several channels including social media, websites, survey forms, and more?

Natural Language Processing (NLP), Machine Learning (ML), and Text Mining, when used in concert, 
can systematically analyze and monitor customer comments at scale to automatically detect:

Opportunities to improve customer service

Opportunities to detect potential web site issues

Opportunities to detect shipping and fulfillment issues
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The diagram below shows Titan Data’s process for 
building detectors for the retailer’s topics of interest:

And the succeeding diagrams show how this methodology 
works out by leveraging NLP, ML, and text mining techniques:
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Conclusion

Natural Language Processing, Machine Learning, and Text Mining, when used in concert, can 
leverage data coming from various sources to detect, tag, and analyze business relevant entities 
and relationships in customer comments. This can provide retailers with the actionable insights 
they need to identify and act on:

Opportunities to improve customer service

Opportunities to detect potential web site issues

Opportunities to detect shipping and fulfillment issues


