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Voice of customer (VOC) is significant information that affects the course of an enterprise.  This important information, which
can be referred to as the knowledge of customers, is a corporate management resource. This concept has recently taken root in
the distribution and financial industries. In spite of its importance, however, it has been difficult for computers to handle
unstructured data such as sentences.

In order to solve this problem, Toshiba has developed a knowledge management system utilizing Extensible Markup Language
(XML), which can express unstructured data flexibly, and text-mining technologies. By structuring and formalizing data with XML

and text-mining technologies, this system can easily classify and analyze unstructured data.
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Background and Summary

0o0DoooooDoooooooooooooooooDo
O0oo00o0ooDoooDooooooDooooooooon
O000000o0oooooooooooooooDooooon
ooooooooo0oooOoooooooooooooo
oooooooooooog

000000 0D OCSl Customer Satisfactiond O O
O0Mooooooooooooooooooooooon
oooooDOoooooo0oooooooooooooon
0o0o0ooo0oooooDoooooooooooooon

0opDoooDoooDomooooooooooomo
O0oo0D00o0oo0ooooDooooooooooon
0000000 oDOooooooooooooooooon
00000000 mo0mooooooonoooon
O0o0o00ooooDooooooooooooooooDoon
OOo00mMmOooooooooooooooooooooo
oooooooooooooDoOoooooooooooog

0ooooDooDO0ooOoDO0oooOOoooooooooon
00000 oOOooooDOoOoOoo"o0ooooooon
00000000000 mOooon VOCMeisteryy” OO
ooooooooon oooo

000000 Vol.O No.OOOT1TIO

ooooguooono

Example of Practical Application in Distribution Industry
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Example of classification of claim causes
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Example of claim cause analysis system display
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Example of Practical Application in Financial
(Insurance) Industry
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Classification and hierarchical categorization of VOC
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