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Receive a customer identifier associated with a customer query

Y

Obtain customer data associated with the customer identifier, wherein
the customer data includes an indication of: a recency of a past
purchase by a customer associated with the customer identifier, a
frequency of past purchases by the customer, and/or a monetary value
associated with the past purchases by the customer

Y

[ Obtain aggregate customer data associated with a plurality of customer

identifiers, wherein the aggregate customer data is associated with

aggregate purchases by customers associated with the plurality of
customer identifiers

Y

Determine a first score for the customer based on comparing the
customer data and the aggregate customer data, wherein the first score
predicts a current measure of loyalty associated with the customer

\.

550 ~~

560 —~—

Y

Predict a predicted frequency of future purchases by the customer,
wherein the predicted frequency of future purchases is used, in
combination with an average expenditure value abtained by the device,
to predict a predicted monetary value associated with the future
purchases

. v

L

Determine a second score for the customer based on the predicted
frequency of future purchases, the predicted monetary value, and the
first score, wherein the second score predicts a future measure of

"y

—

loyalty associated with the customer

L

)

570 f\{ Compare the first score and the second score ]

Y

.
Determine a risk level associated with the customer based on a resuit
comparing the first score and the second score

\. J/

Li

r y

Cause an action fo be performed based on determining the risk level

associated with the customer identifier

FIG. 5
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Receive a customer query, wherein the customer query includes:
a string of text and a customer identifier

'

Determine a first score associated with the customer query based |
on the string of text, wherein the first score predicts a customer
sentiment, and wherein the customer sentiment includes a real-

time indication of whether the customer sentiment is negative,

—

neutral, or positive

!

630 '\-[ Obtain customer data associated with the customer identifier ]

640

650 ~—

660 ~—

!

Determine a second score associated with the customer query
based on the first score and the customer data, wherein the
second score predicts a level of priority associated with the

customer query

!

[ Obtain agent data associated with a plurality of agents available ]
to assist in resolving the customer query

“ J

!

Determine a plurality of third scores associated with the plurality ]
of agents based on the second score and the agent data, wherein
the plurality of third scores predict levels of confidence that
agents, in the plurality of agents, have abilities to resolve

670 ~

customer queries associated with a threshold level of priority

!

Assign an agent to respond to the customer query based on
determining the plurality of third scores

FIG. 6
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700 —

710 '\-{ Receive a customer identifier associated with a customer query ]

$

Obtain customer data associated with the customer identifier,
wherein the customer data includes an indication of: a recency of
720 ~4 a past purchase by a customer associated with the customer
identifier, a frequency of past purchases by the customer, or a

monetary value associated with the past purchases by the

customer

!

Obtain aggregate customer data associated with a plurality of
730 customer identifiers, wherein the aggregate customer data is
associated with aggregate purchases by customers associated
with the plurality of customer identifiers

!

Determine a customer loyalty score for the customer based on
740 comparing the customer data and the aggregate customer data,
wherein the customer loyalty score indicates a current measure of
loyalty associated with the customer

'

[ Obtain agent data associated with a plurality of agents available
to assist in resolving the customer query

!

Determine a plurality of first scores associated with the plurality of |

agents based on the customer loyalty score and the agent data,

780 ~4 wherein the plurality of first scores predict abilities of agents, in

the plurality of agents, to resolve customer queries associated
with a threshold customer loyalty score

!

770 Assign an agent to respond to the customer query, based on ]
determining the plurality of first scores

!

750 —~

FIG. 7



