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Background

❖ Deep Learning can successfully transcribe customer

call audio data as well as conduct sentiment analysis

from text data

❖ Long Short Term Memory (LSTM) based algorithm can

successfully transcribe audio data to text and then text to

sentiment analysis.

❖ In future we would like to exploit different features such

as word2vec, context encoder for sentiment analysis.

❖ In addition, we would like to implement feature

selection strategy for selecting important audio features.

Conclusions and Future Works

Flowchart of Customer Sentiment Analysis Using Deep Learning
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Performance Evaluation

Original                     → it's right by my office

DeepSpeech Model  → it is it's very fine office

Fine-tuned Model → it's right by my office

Original                      → okay what is your name sir

DeepSpeech Model   → okay i what is your name sir

Fine-tuned Model       → okay what is your name sir

Original                      → what's the difference there

DeepSpeech Model   → i was so different there 

Fine-tuned Model → what's the difference there

Positive sentiment Negative sentiment

Long Short Term Memory (LSTM)


