
CHALLENGES
• The company needed a better system for capturing user feedback on 

its financial tools and satisfaction with customer service.

• It also lacked the ability to capture positive comments that have a 
motivating and rewarding effect on employees.

• The ticketing tool previously used was not capturing customer 
satisfaction surveys in a desired way; the percentage of submitted 
feedback was low, especially for dissatisfied results – which are 
crucial for identifying how support analysts can deliver a better 
customer experience.

• User details were absent in the feedback, making it difficult to ask 
questions to understand their rating and how to improve the service.

• The ticketing tool sometimes generated incorrect feedback surveys, 
resulting in wrong NSAT (net satisfaction) scores and false conclusions 
about the performance of support-desk projects.
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A technology company needed a 
modern system for capturing feedback 
to drive process improvement
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About Capgemini

Capgemini is a global leader in partnering with companies to transform and manage their business by harnessing the power of technology. The 
Group is guided every day by its purpose of unleashing human energy through technology for an inclusive and sustainable future. It is a responsible 
and diverse organization of 360,000 team members in more than 50 countries. With its strong 55-year heritage and deep industry expertise, 
Capgemini is trusted by its clients to address the entire breadth of their business needs, from strategy and design to operations, fueled by the 
fast evolving and innovative world of cloud, data, AI, connectivity, software, digital engineering, and platforms. The Group reported in 2022 global 
revenues of €22 billion (about $23 billion USD at 2022 average rate).
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The information contained herein is provided for general informational 
purposes only and does not create a professional or advisory relationship. 
It is provided without warranty or assurance of any kind.

SOLUTION RESULTS

• Capgemini built a custom solution using Microsoft 
Dynamics 365 Customer Voice and text analytics 
within Azure Cognitive Services, integrated with 
Microsoft Power Automate and SQL Server.

• Allowed user details to be captured in reports 
along with additional comments when users submit 
satisfaction surveys

• Using Power BI, the reports provided better insight 
into which areas, tools, and topics were more 
vulnerable to negative sentiment. 

• Developed SQL audits for monitoring feedback 
surveys to identify negative sentiments along with 
a process where SMEs could analyze alerts and 
take corrective actions, either by reaching out to 
users to resolve issues quickly or educating support 
analysts on better ways to assist them via emails

• The custom solution replaced the 
ticketing tool and provided a superior 
system for capturing user feedback and 
gauging satisfaction.

• The feedback with comments feature 
enabled analysts to reach out to users – 
who were now identified – to understand 
the reasons for a poor experience and 
determine corrective actions.

• Better overall insights helped the support 
analyst team prioritize improvements based 
on urgency and solve known issues quickly, 
reducing the number of service requests 
received and improving satisfaction with 
the service.

• The customer service team could now 
receive and review positive feedback – 
boosting motivation through recognition.

• More reliable NSAT scores better reflected 
the quality of service provided.
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