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CUSTOMER SATISFACTION

HOW MANY TRACK IT?



NET PROMOTER SCORE



HOW MANY CUSTOMERS ACTUALLY RESPOND?



HOW MANY CUSTOMERS ACTUALLY RESPOND?



HOW MANY CUSTOMERS ACTUALLY RESPOND?



HOW MANY CUSTOMERS ACTUALLY RESPOND?

* SurveyAnyplace, 2019



Can we use the natural 
language API sentiment 
analysis on our help desk 
tickets to gain insight on how 
are customers are feeling?

QUESTION:



https://cloud.google.com/natural-language/ 

TRY THE API

https://cloud.google.com/natural-language/


Test from our
service desk:



Test from our
service desk:



ANSWER:

Let’s look at the power of the 
natural language API 
sentiment analysis on our 
help desk tickets...



FIRST ROUND

Conference Test



V1 | OUR ENTITY SCATTERPLOT
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Infrastructure
Modernization

CRM &
Enablement

Data
Modernization

Application 
Modernization

Productivity &  
Collaboration

Change
& Adoption

Practices

Products

WE SHARED OUR INSIGHTS WITH OTHERS



Drill downs by:
agent

division
customer
 & entity

Alerting configured for 
top tier clients when/if 
they submit strongly 

negative tickets

WHICH LED TO A FEW ENHANCEMENTS

Single number on a 1-10 
scale, tracked over time 

to see trends
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HOW WILL THIS CHANGE BUSINESS?

Extend to Other Sources Sales Risk Area WarningsCleaner Data

Monitoring sentiment analysis has the 
side-benefit of improving how tickets 
are categorized - e.g. spam tickets 
are marked as such and not counted 
in performance metrics



HOW WILL THIS CHANGE BUSINESS?

Extend to Other Sources Sales Risk Area WarningsCleaner Data

It’s also not just the helpdesk, it can 
also be done in CRM 
communications emails / phone 
transcripts / chat -- any customer 
touch point

CRM
ChatEmail



HOW WILL THIS CHANGE BUSINESS?

Extend to Other Sources Sales Risk Area WarningsCleaner Data

Monitoring sentiment gives client 
managers real-time warning of risk 
areas that need attention.

Leads to improved close rates 
measurable in their CRM. 
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EASY TO RESELL

Instant CSAT 

Tiers 

○ Level of Analysis

○ Level of Cleansing

○ Level of Integration



EASY TO MARKET



EASY TO DEPLOY

Processing Storage Reporting

Ticket 
Processing
Cloud Functions

BigQuery Loader
Cloud Functions

JSON storage
Cloud Storage

Entity and Sentiment
Natural Language API

Dashboard
Data Studio

Webhook 
on ticket 

comment

Analysis & 
metrics
BigQuery

Zoho Desk



We bring the cloud down to earth.



#NGC19 #NGC19

Rate This Session In The App

1. Tap on Agenda icon
 
2. Tap on the session you want to rate

3. Rate session on scale of 1 – 7 
(7 being highest!) 

4. Write a comment (if you want) 

5. Hit Submit! 
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THE STATE OF MANAGED SERVICES & XaaS

*Technology Services Industry Association 2019 , “The state of managed services and XaaS”

20182008

TS50 Product Rev
$371B

TS50 Services Rev
$456B

TS50 Services Rev
$318B

TS50 Product Rev
$455B

59%

41% 55%

45%



● Rebuild

● vm001.srv.company.com

● Provision vmXXX (vertical)

● Rebuild

● OSLogin, GCP IAM

Cattle vs. pets

● Patch

● woody.servers.company.com

● Upgrade HDD/RAM/CPU (horizontal)

● Defragment HDD

● LDAP or SSSD or /etc/passwd



MANAGED XaaS AS A % OF MS REVENUE



1 2 3 4

How we are approaching XaaS / MSP

XaaS solves a 
customer pain 

Drives increased 
consumption

MSP markup 
pricing 

Differentiation 
and Valuation 
Multiplier



.5X - 1X Net Revenue

10X difference in Business Value

For traditional managed services on 
reseller revenues

For revenues bundled into an XaaS 
offering

5X - 10X Net 
Revenue



Old Fashioned RDBMS
Traditional Data 

Warehousing
Hadoop/Spark Ecosystem

WHAT BUSINESS QUESTIONS HAVE WE BEEN ABLE TO ANSWER?

Operational metrics:

“What were our sales 
for last 

Month/Quarter/Year?”

Dimensional pivot:

“What were sales by 
region by product 

category?”

Aggregation by Dimension 
across Time Windows:

“What was our conversion 
rate for age group 18-35 
over the last 6 quarters?”

PastPastPast Measure Now & Tomorrow

Customer Examples:

1. Predict customer 
intentions

2. Re-imagine customer 
experience

3. Trigger Action

Smart Analytics



SIGHT

● Understand the content
of an image

● Classify images into categories 

● Detect individual objects
and faces within images 

● Make videos searchable
and discoverable

Cloud
Vision

Cloud Video
Intelligence

Cloud AutoML
Vision

CONVERSATION

● Convert real-time streaming
or pre-recorded audio to text

● Synthesize natural-sounding
speech with 30+ voices

● Synthesize speech in multiple 
languages and variants

● Create conversational experiences 
across devices and platforms

Cloud
Speech-to-Text

Dialogflow
Enterprise Edition

Cloud
Text-to-Speech

LANGUAGE

● Extract information from
unstructured text

● Reveal structure
and meaning of text

● Translate dynamically
between languages

Cloud
Translation

Cloud Natural
Language

AutoML Natural 
Language

AutoML 
Translation



GLOBAL MARKET SIZE FOR “SMART ANALYTICS” ($USD Billion)

2016 2017 2018 2019 2020 2021 2022

U
SD
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ill
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n CAGR ~31%

159

“Market Research Future April, 2018”



MSP 
Pricing 
Model

Base

Managed 
Pipeline

Monthly 
Analysis

Monthly 
consumption
+ 15% 

SENTIMENT ANALYSIS Cleansed

Managed 
Pipeline

Monthly 
Analysis

Monthly 
Cleansing 
Report

Monthly 
consumption
+ 20%

Integrated

Managed 
Pipeline

Monthly 
Analysis

Monthly 
Cleansing 
Report

CRM+Systems 
Integration

Monthly 
consumption
+ 25%



bit.ly/ngc19

Try out the 
Pricing Model

https://bit.ly/ngc19

