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Forward-Looking Statements

During the course of this presentation, we may make forward-looking statements regarding future events or
the expected performance of the company. We caution you that such statements reflect our current
expectations and estimates based on factors currently known to us and that actual events or results could
differ materially. For important factors that may cause actual results to differ from those contained in our
forward-looking statements, please review our filings with the SEC.

The forward-looking statements made in this presentation are being made as of the time and date of its live
presentation. If reviewed after its live presentation, this presentation may not contain current or accurate
information. We do not assume any obligation to update any forward looking statements we may make. In
addition, any information about our roadmap outlines our general product direction and is subject to change
at any time without notice. It is for informational purposes only and shall not be incorporated into any contract
or other commitment. Splunk undertakes no obligation either to develop the features or functionality
described or to include any such feature or functionality in a future release.

Splunk, Splunk>, Listen to Your Data, The Engine for Machine Data, Splunk Cloud, Splunk Light and SPL are trademarks and registered trademarks of Splunk Inc. in
the United States and other countries. All other brand names, product names, or trademarks belong to their respective owners. © 2017 Splunk Inc. All rights reserved.

splunk> I



Presenter

Sebastian Fernandez

» Digital Analytics LATAM Airlines
» Specialized in Business Analytics

» Get in contact:
* Twitter: @sebafdez
* Linkedin: www.linkedin.com/in/sebafdez
* E-mail: sebastian.fernandezm@latam.com
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About LATAM Airlines
How we use Splunk?
You have a lot of feedback, Splunk it!

Discover the correlation between web
operations and CSat

Listening your customers with MLT

Q&A

splunk> m
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“While 66%ef résponding companies
claim they deeply know their
customers, only 24% of customers

believe the same.”

Pega Systems
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“Surprisingly, [..] 38% of companies
‘never’ survey their customers and 25%
‘'sometimes’ survey their customers.”

Chris DiCenso
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"How camra company satisfy its
existing customers, or outperform
their competitors if they don’t know
what their customers want?”

”‘«,.,,' '

gL 3" LY Y
%9 VO @ -

,,""' 4 splunk>




LATAM Airlines

We make dreams come to their destination

» Top 10 airlines in the world
* 45.8 MM Passengers
* +120 Destinations

* 25 Countries
* 355 Aircrafts

» 66% CSat by 2018

* Digital Empowerment

© 2017 SPLUNK INC.
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LATAM Digital Platform Penetration

LATAM Direct
online share

OVERALL 50%

LATAM Self
Check-in
penetration

OVERALL 61%

0 <
COLOMBIA 38%

<4
38% ECUADOR 63%@
@~

60% PERU ’
BRASIL 51%

@

- @
67% CHILE
@830/ ARGENTINA 36%
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- @
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How We Use Splunk?

Operational Intelligence

» 4 Years using Splunk

» Agile and DevOps as culture
* From APls
* Desktop version / Mobile app

» IT OPS

* Measure effectiveness of the
business process

» Status of infrastructure
* Anomaly detection

© 2017 SPLUNK INC.
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Search Panel General CCO Resumen Tréfico Principales Apps Alerts Dashboards (MOI) v Datasets Reports Dashboards

Panel General CCO

Refresh Intervalo de comparacion Tiempo a medir
Cada 5 Minutos [x} I v Last 4 hour Qv 30 Minute Qv Hide Filters
Compra - QPX Compra - Flexpricer Canje
Conversién DOM CL P2 --> P6 Conversién P2 --> P6 Conversién P2 --> Notificacion

7.0 % %

/\’_/‘/

Check-in Nuevo Check-in Legacy Check-in APP Mobile MTT VDA booking

Embudo nuevo Check-in Embudo Check-in Legacy (P3-->P5) Embudo Check-in en la APP Funnel (Seat+SSPR+MSR)

98.1 %% | 56.3 % is | 71.3 % 3%

Search Dashboards TibcoCompress Flexpricer v Docker Sistemas Frontend HTTP Status - Last 4 hours Chef Reports

Frontend HTTP Status - Last 4 hours

HTTP RPM Webservices by Status

60,000
40,000 — 200
— 201
— 204
— 400
— 401
20,000
— 404
— 409
422
— 500
1:00 AM 1:30 AM 2:00 AM 2:30 AM — 502
Tue Aug 8
2017
Purchase HTTP RPM by Status
1,000
I 200
206
500
I 301
I 302
I 403
I 404
I 500
| I 502
1:00 AM 1:30 AM 2:00 AM 2:30 AM 1:00 AM 1:30 AM 2:00 AM
Tue Aug 8 Tue Aug 8
2017 2017
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You Have a lot of Feedback,
Splunk It!
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Splunk Your Feedback

Usabilla and Splunk

» 6,000 Users feedbacks by day

» Understand satisfied/dissatisfied
customers by app

» Bring CSat closer to dev teams

© 2017 SPLUNK INC.

iQué tan satisfecho estas con nuestra pagina de
inicio?

iLograste el objetivo de tu visita?

Si

i¢Qué te gustaria compartir con nosotros?

Y

Esta encuesta esta destinada a sugerencias. Si tienes un
reclamo envialo a traves del formulario de contacto.

Powered by Usabilla ﬂ
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Splunk Your Feedback
Usabilla and Splunk

— splunk>

» Usabilla data in DDBB
» Splunk the DDBB with DBX

* Available in Splunkbase
* Session id, app, rating, comment, date, step, user agent, URL

Caveats, use a session id!
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Q New Search

source="usabilla" sourcetype=user_feedback

v 14,253 events (7/24/17 12:00:00.000 AM to 7/31/17 12:59:34.000 AM)

Events (14,253) Patterns

Format Timeline v — Zoom Out

< Hide Fields = All Fields

Selected Fields
a host 1
a source 1

a sourcetype 1

Interesting Fields

a apellido 100+

a aplicacion 8

a checkinData 100+
a comentario 100+
a dispositivo 2

a fecha 100+

Statistics

List v

Time

7/30/17
8:59:45.000 PM

7/30/17
8:59:33.000 PM

sFormat v

No Event Sampling v

Visualization

20 Per Page v

Event

2017-07-30 20:59:45.000, id="497385", id_encuesta="5890dfb1876927041e801974", nombrg
d="597e48c0dde9660731002e17", comentario="LA PAG latam es horrible extremadamente 14
nto no pudimos procesar su compra... :(", aplicacion="Compra", home="espanol/cl",
20:59:45.0", rating="1", url="https://ssl.lan.com/cgi-bin/compra/confirmacion.cgi?
session_id=xy48141501447305_8M5WHVVI68", session_id="xy48141501447305_8M5WHVVI68",
tiva", dispositivo="desktop", user_agent="Mozilla/5.0 (Macintosh; Intel Mac 0S X 10
Gecko) Chrome/49.0.2623.112 Safari/537.36", pnr="CNANZP"

host = localhost = source = usabilla = sourcetype = user_feedback

2017-07-30 20:59:33.000, id="497465", id_encuesta="57ffc9edd3ee0d7e7e4b228c", nombrg
ck_id="597e48b4dde9660731002e16", aplicacion="mybookings", home="es_cl", fecha="201
url="https://www.latam.com/es_cl/apps/personas/mybookings#reservas?recordLocator=HTH
3109-acd7-4bdd-9346-2ab14b71184f", tipo_encuesta="activa", dispositivo="desktop", u{
6.1; WOW64) AppleWebKit/537.36 (KHTML 1like Gecko) Chrome/58.0.2988.0 Safari/537.36'
page="bookingDashboard"

host = localhost + sour sourcetype = user_feedback

© 2017 SPLUNK INC.



New Search

source="usabilla" sourcetype=user_feedback aplicacion=mybookings

timechart span=1d eval(100*(count(eval(rating=5)) - count(eval(rating=1 rating=2)))/count)
streamstats window=4 median(neto) median,
eval abs_dev = abs(neto - median)
streamstats w v median(abs_dev) median_abs_dev
| eval lower = median - (median_abs_dev * 3)

eval upper = median + (median_abs_dev * 3)

| eval outlier = if(neto<lower neto>upper,1,0)

table _time neto lower uupurl

v 44,046 events (7/1/17 12:00:00.000 AM to 7/31/17 1:41:32.000 AM)

No Event Sampling v

Events Patterns Statistics (31) Visualization

Friday, Jul 14, 2017
neto: 35.27

N

11 Jul 12, Jul 16. Jul 17 Jul 21 Jul 22, Jul 23, Jul

% neto
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» Discover the Correlation
Between Web Operations
and Customer Satisfaction
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Correlation Between WebOps & CSat

» Empirically we know that there is a relationship between WebOps & CSat
* QOutage implies dissatisfied customers

» We track the CSat and the bugs in our platform in real time
* How much an anomaly/exception impacts in our CSat
* We are looking for rates 1 or 2

» Simple JOIN search tell us how to prioritize our bug fixing

* We used to prioritize bugs for occurrence
* Annoying bugs never where fixed
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CSAT Neta CSAT Neta Desktop CSAT Neta Web Mobile Insatisfaccion

Ultimos 7 dias Ultimos 7 dias Ultimos 7 dias Ultimos 7 dias

34-22?:3 31 -34 35 7-25 = 31-10

Principales focos de insatisfaccion (Notas 1y 2) Errores que afectan la Satisfaccion

Cantidad de 5.000

usuarios % de

Error Description afectados Insatisfaccion

i i i ; 2,500 y -
insatisfaccion_no_operacional 483 98.8 [\ - ,‘ -

Error parsing ancillaries response Ancillaries information. Error Code: 6 1.2 / N /

java.net.SocketTimeoutException: Read timed outError: I/0 error on
POST request for
12:00 AM 12:00 PM 12:00 AM 12:00 PM 12:00 AM 12:00 PM
Fri Jul 28 Sat Jul 29 Sun Jul 30
2017
| N Error gett...quest for M Error gett...available M Error get...ot Found

M Error pars...quest for Error pars...quest for I No PNRs, found Unknown error null
I unknown ...t Found




© 2017 SPLUNK INC.

NeW SearCh Save As v New Table Close

; i paguser_feedback source=usabilla aplicacion=compra rating<3 | dedup id | rename session_id as sid Last 48 hours v Q
| join type=left sid fsearch host="*.prod.lan.co*" level=ERROR dom=.lan.com (script_name="cajero_notificacion.cgi" OR script_name="compra_*.cgi") |

rex field=_raw "sid=.{28}(?<error_log>[A$]{50})"
eval desc=coalesce(message,description,error_log)]
table sid desc rating

fillnull value=insatisfaccion_no_operacional
stats dc(sid) as cantidad by desc

eventstats sum(cantidad) as total

eval peso=round(100*cantidad/total,1)

fields - total, - cantidad

sort -peso

rename peso as "% de Insatisfaccion"

rename desc as "Error Description”

+ 42 events (7/28/17 9:06:14.000 PM to 7/30/17 9:00:00.000 PM)  No Event Sampling v L 4 Fast Mode v

Events Patterns Statistics (4) Visualization

50 Per Page v “Format v Preview v

insatisfaccion_no_operacional

Hemos superado el maximo de recargas para el medio de pago con resultado mROR
Sabre error: .FREQUENT TRAVELER NUMBER DOES NOT EXIST FOR THIS AIRLINE .ENTRY NOT PROCESSED BEGINNING WITH FFJJ23862277/LA,JJ,IB-1.1"
Sabre error: .NAME DOES NOT MATCH FREQUENT TRAVELER NUMBER OWNER .ENTRY NOT PROCESSED BEGINNING WITH FFLA177539694/LAXL-1.1"
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- Listening to Your
Customers With MLT

Understanding the non-operational dissatisfaction
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Listening to Your Customers With MLT

Understanding the non-operational dissatisfaction

» Customers are dissatisfied with our policies, Ul, price, not the platform

» We have 2,500 feedback with comments
* We need an army if we want to read them all!

We want to cluster comments to find patterns

splunk> I



Listening to Your Customers With MLT

We want to cluster comments to find patterns

source="usabilla" sourcetype=user feedback comentario=* rating<=2
aplicacion=reissue

rex field=_raw "(2ms)*(?2:[A\"\\n]*\"){9}\\w+(?P<space>\\s+)" | search space=*
table rating comentario

fit TFIDF comentario analyzer=word stop words=english ngram range=1-3

it KMeans k=4 comentario tfidf *

table cluster rating comentario

splunk> I



source="usal
rex field
table rat

fit TFIDF
fit KMean
table clu

Listening to Your Customers With MLT

We want to cluster comments to find patterns

Save As v Close

Q. New Search

© 2017 SPLUNK INC.

Q

source="usabilla" sourcetype=user_feedback comentario=* rating<=2 aplicacion=reissue
| rex field=_raw "(?ms)A(?:[A\"\\n]1*\"){9}\\w+(?P<space>\\s+)" | search space=* | table session_id rating comentario

Last 15 days v

ion=reissue

~ 36 events (7/16/17 12:00:00.000 AM to 7/31/17 12:00:00.000 AM)  No Event Sampling v Job v » B 4 4 Fast Mode v
Events Patterns Statistics (36) Visualization a c e -
20 Per Page v #Format v Preview v 1 2 Next>
:I n/
session_id rating comentario rd

1 No sirve de nada

1 Pague una tarifa mayor para disponer de flexibilidad y el cambio me sale muy caro 231.500 pesos. Ademas en el call center no me reconocen mi tarjeta de credito y ahora no puedo intentar por internet.
Malo el servicio.

1 Explicar por quA© despuA®s de pagar dice que No pudieron realizar el cambio.

1 Hacerlo realmente llevo mas de una semana tratando de realizar el cambio. LLamA® para realizar el cambio y no pude hacerlo fui a una oficina aconsultar me hicieron llamar otra vez. Al llamar la unica
opciA2n que me ofrecen por un monto mayor al inicial del pasaje encuentro otra opciA®n en la pAjgina y no puedo concretar el cambio y ahora no me permiten intentarlo de nuevo por 6 horas?. Para ese
momento ya no estarA; disponible el vuelo lo mas probable o mas caro. Se supone que mi vuelo permitA

1 Porque no es Flexible necesito el mismo vuelo de regreso que tomA® inicialmente

1 Mala muchos errores en la pagina

1 pague al parecer 2 veces con la aplicacion Ki_Pass de banco Chile porque la primera vez la pagina de pagos no se actualizo
1 Manteniendo el asiento pagado en la fecha anterior puesto que no fue ocupado y el servicio extra ha sido pagado.

1 YO QUERIA VIAJAR LA NOCHE DEL 1 AGOSTO O SEA IR AEROPUERTO EL MARTES MEDIA OCHE Y EMBARCAR PARA ESTAR EN MIAMI EL MIERCOLES AM..PERO NO LO PERMITE Y SLO PERMITE IR
MIERCOLES EN LA NOCHE PARA LLEGAR MIAMI MADRUGADA.. GRACIAS OJALA ME COMPRENDAN Y PUEDA POSTULAR PARA IR MARTES MEDIANOCCHE AEROPUERTO Y LLEGAR MIERCOLES A
CASAY EVITAR DIVORCIO.. GRACICAS

2 Permitir utilizar los Km
1 Porque sirven para nada sus centros de ayuda la peor sereolinea del mundo

1 POR LO MENOS COMUNICAR COMO VA EL PROCESO....ES MUY FUSTRANTE INTENTAR SABER ALGO Y NO TENER RESPUESTA
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Listening to Your Customers With MLT

We want to cluster comments to find patterns

source="usabilla" sourcetype=user_ feedback comentario=* rating<=2 aplicacion=reissue

rex field=_raw "(?ms)~(2:[A\"\\n]*\"){9}\\w+(?P<space>\\s+)" | search space=*

table rating comentario

fit TFIDF comentario analyzer=word stop_words=english ngram_range=1-3

fit KMeans k=4 comentario_tfidf_*

table cluster rating comentario

splunk> I



Listening to Your Customers With MLT
TF-IDF Algorithm

» Feature Extraction with TF-IDF frequency of total # of

* Easier to work with numbers term x in events

t
» Term Frequency — Inverse Document o
Frequency weighting:

* Words that occur frequently within a . n
document but not frequently within the set tf_ldf p— (tf ) ‘ 10g —
of documents receive a higher weighting £L,Y LyY d][

X
# of events
containing x

splunk> I



source="1
| rex fi
| table

fit TF.

fit KM
table |

Listening to Your Customers With MLT

We want to cluster comments to find patterns

Q. New Search

source="usabilla" sourcetype=user_feedback comentario=* rating<=2
| rex field=_raw "(?ms)A(?:[A\"\\n]*\"){9}\\w+(?P<space>\\s+)" | search space=*

| fit TFIDF comentario analyzer=word stop_words=english ngram_range=1-3

v 36 events (7/16/17 12:00:00.000 AM to 7/31/17 12:00:00.000 AM)

Events Patterns Statistics (36) Visualization
20 Per Page v “/Format v Preview v
‘/ ‘I -/
session_id rating comentario © . | comentario_tfidf_0_aeropuerto
1 No sirve de nada 0.0
1 Pague una tarifa 0.0
mayor para
disponer de
flexibilidad y el
cambio me sale
muy caro

231.500 pesos.
Ademas en el
call center no
me reconocen
mi tarjeta de
credito y ahora
no puedo
intentar por
internet. Malo el
servicio.

1  Explicar por 0.0
quA®© despuA®s
de pagar dice
que No pudieron

No Event Sampling v

4

comentario_tfidf_10_center
0.0
0.233876997285

0.0

aplicacion=reissue
| table session_id rating comentario

4

comentario_tfidf_11_cobraron
0.0
0.0

0.0

Close

Q

Save As v

Last 15 days v

Job v » & L 4 Fast Mode v

© 2017 SPLUNK INC.

ysue

1 2 Next>

4 4

comentario_tfidf_13_consigo comentario_tfidf_’

comentario_tfidf_12_cobro

0.0 0.0
0.0 0.0
0.0 0.0 0.443:
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Listening to Your Customers With MLT

We want to cluster comments to find patterns

source="usabilla" sourcetype=user_ feedback comentario=* rating<=2 aplicacion=reissue
| rex field=_raw "(2ms)~(2:[ "\"\\n]*\"){9}\\w+(?P<space>\\s+)" | search space=*

table rating comentario

fit TFIDF comentario analyzer=word stop_words=english ngram_range=1-3

|
|

|| fit KMeans k=4 comentario_tfidf_*
|

table cluster rating comentario
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Listening to Your Customers With MLT

Kmeans Algorithm

» Divides data into k clusters /

* Aims to partition n observations into
Kk clusters

» Each data point belongs to the e
cluster with the nearest mean

* Results in a partitioning of the data space ( : e TS
into regions based on distance to points in o AR Naal D S
a specific subset of the plane P IS

* These regions are called Voronoi cells

splunk> I



Listening to Your Customers With MLT

We want to cluster comments to find patterns

source="u
rex fie
table r
fit TFI

fit KMe

| table c

Q New Search

source="usabilla" sourcetype=user_feedback comentario=* rating<=2 aplicacion=reissue

| rex field=_raw "(?ms)A(?:[A\"\\n]*\"){9}\\w+(?P<space>\\s+)" | search space=* | table rating comentario
| fit TFIDF comentario analyzer=word stop_words=english ngram_range=1-3

| fit KMeans k=4 comentario_tfidf_*l

v 38 events (7/17/17 12:00:00.000 AM to 8/1/17 12:00:00.000 AM)  No Event Sampling v

Events Patterns Visualization

Statistics (38)

s s Vs s Vs

rating comentario © . cluster cluster_distance Lomentario_tfidf_0_aeropuerto comentario_tfidf_10_center comentario_tfidf_11_cobraron

1§ Porque no se 1 0.69844978128 0.0 0.0 0.0

puedeeeeee

1§ Porque no hay 1 0.904696690189 0.0 0.0 0.0
pasajes para
ningA°n dia.
Pareciera estar
malo

1@ Nosirve de nada 0 0.310269129483 0.0 0.0 0.0

1 Pague una tarifa 1 0.806225893004 0.0 0.236258540513 0.0
mayor para
disponer de
flexibilidad y el
cambio me sale
muy caro
231.500 pesos.
Ademas en el
call center no
me reconocen
mi tarjeta de
credito y ahora
no puedo
intentar por
internet. Malo el
Servicio.

—

s

comentario_tfidf_12_cobro

0.0

0.0

0.0
0.0

© 2017 SPLUNK INC.

ssue

Job v ‘

comentario_tfidf_13_consigo comentario_tfidf_14_

0.0

0.0

0.0
0.0
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Q New Search G e

source="usabilla" sourcetype=user_feedback comentario=* rating<=2 aplicacion=reissue Last 15 days v (:{
| rex field=_raw "(?ms)A(?:[A\"\\n]*\"){9}\\w+(?P<space>\\s+)" | search space=* | table rating comentario

| fit TFIDF comentario analyzer=word stop_words=english ngram_range=1-3

| fit KMeans k=4 comentario_tfidf_*

| table cluster rating comentario

36 events (7/16/17 12:00:00.000 AM to 7/31/17 12:00:00.000 AM)  No Event Sampling v L 4 Fast Mode v

Events Patterns Statistics (36) Visualization

20 Per Page v #Format v Preview v

cluster rating comentario

1 Nosirve de nada
1 Pague una tarifa mayor para disponer de flexibilidad y el cambio me sale muy caro 231.500 pesos. Ademas en el call center no me reconocen mi tarjeta de credito y ahora no puedo intentar por internet. Malo el servicio.
1 Explicar por quA© despuA®s de pagar dice que No pudieron realizar el cambio.

Hacerlo realmente llevo mas de una semana tratando de realizar el cambio. LLamA® para realizar el cambio y no pude hacerlo fui a una oficina aconsultar me hicieron llamar otra vez. Al llamar la unica opciA®n que me ofrecen por un monto mayor al inicial del pasaje
encuentro otra opciAn en la pAjgina y no puedo concretar el cambio y ahora no me permiten intentarlo de nuevo por 6 horas?. Para ese momento ya no estarA; disponible el vuelo lo mas probable o mas caro. Se supone que mi vuelo permitA

Porque no es Flexible necesito el mismo vuelo de regreso que tomA® inicialmente

Mala muchos errores en la pagina

pague al parecer 2 veces con la aplicacion Ki_Pass de banco Chile porque la primera vez la pagina de pagos no se actualizo
Manteniendo el asiento pagado en la fecha anterior puesto que no fue ocupado y el servicio extra ha sido pagado.

YO QUERIA VIAJAR LA NOCHE DEL 1 AGOSTO O SEA IR AEROPUERTO EL MARTES MEDIA OCHE Y EMBARCAR PARA ESTAR EN MIAMI EL MIERCOLES AM..PERO NO LO PERMITE Y SLO PERMITE IR MIERCOLES EN LA NOCHE PARA LLEGAR MIAMI MADRUGADA.
GRACIAS OJALA ME COMPRENDAN Y PUEDA POSTULAR PARA IR MARTES MEDIANOCCHE AEROPUERTO Y LLEGAR MIERCOLES A CASAY EVITAR DIVORCIO.. GRACICAS

Permitir utilizar los Km

Porque sirven para nada sus centros de ayuda la peor sereolinea del mundo

POR LO MENOS COMUNICAR COMO VA EL PROCESO....ES MUY FUSTRANTE INTENTAR SABER ALGO Y NO TENER RESPUESTA

AUN NO SE HACE EFECTIVO EL CAMBIO DE MI PASAJE Y YA ME REALIZARON EL COBRO. PESIMA ATENCIA“N POCO RESOLUTIVA ESTUVE 2 HRS EN EL TELEFONO Y NO SOLUCIONARON NADA.
EXISTE PUBLICIDAD ENGAA‘OSA AL NO CONTAR CON TARIFAS COMO LAS QUE APARECEN EN LA PAGINA. ESTAFA! VA@A TELEFA“NICA HAY OPERADORAS EXTRANJERAS QUE NO AYUDAN EN NADA.
Por que el precio es abusivo

Porque la atenciA®n es pA©sima no muestra valor a pagar y dice que hay que llamar. Al llamar 30 minutos esperando a que alguien conteste.

Las opciones dicen llamanos!!!! Y el telefono dice que ya se pueden realizar los cambios en la pagina. No funcionan sus sistemas!

Nunca me respondieron a la consulta que deseaba realizar

LA PAGINA NUNCA ESTA€ DISPONIBLE PARA REALIZAR CAMBIOS.

sI NO PERMITE REALIZAR LOS CAMBIOS ONLINE POR QUE NOS HACEN PERDER TIEMPO EN LLENAR O SEGUIR COMO TONTOS LLENANDO PASOS?




Listening to Your Customers With MLT

Some things we learned in the process

» We assume that people leave us feedback in context
* Create one model by product in the web site

» Train your models
* TF-IDF: Use the common words “black-list” & test different ngram ranges

— The smaller the ngram more uniform are the clusters distributed

* The numbers of “K” in Kmeans is defined by model

— Use the distortion to know the “perfect” number

New Search

urcetype="access_combined" action=purchase
| stats sum n(price) order_total JSESSIONID
| kmeans k=2-10 order_total

v/ 4,764 events (2/21/17 5:00:00.000 PM to 2/28/17 5:09:34.000 PM)  No Event Sampling v

000000
000000

000000

ers:
5,195.526966
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New Search

source="usabilla" sourcetype=user_feedback comentario=* rating<3 aplicacion=reissue
rex field=_raw "(?ms)A(?:[AM\"\\n]1*\"){9}\\w+(?P<space>\\s+)" | search space=*
table session_id rating comentario
fit TFIDF comentario analyzer=word stop_words=english ngram_range=1-3
fit KMeans k=4 comentario_tfidf_*
eval numero_cluster = case(cluster=0,"C1",cluster=1,"C2",cluster=2,"C3",cluster=3,"C4",cluster=4,"C5")
table numero_cluster comentario_tfidf_*
stats avg(comentario_tfidf_*) by numero_cluster
transpose 1000 column_name=palabras header_field=numero_cluster
rex field=palabras "avg\(comentario_tfidf_\\d+_(?<words>.*)\)$"
fields - palabras

+ 36 events (7/16/17 12:00:00.000 AM to 7/31/17 12:00:00.000 AM)  No Event Sampling v

Events Patterns Statistics (100) Visualization

20 Per Page v  /Format v Preview v

C1 C2 C3 . C4

0.000000 0.000000 0.398822 0.012952

0.221218 0.066089 0.185150 0.137973 no
0.000000 0.000000 0.153986 0.000000 no sirve
0.000000 0.000000 0.153986 0.000000 no sirve nada
0.000000 0.000000 0.153986 0.000000 sirve
0.000000 0.000000 0.153986 0.000000 sirve nada
0.000000 0.077973 0.135208 0.000000 sus
0.000000 0.155972 0.101696 0.000000 mala
0.000000 0.000000 0.101696 0.012664 pago
0.028910 0.000000 0.099083 0.000000 estafa
0.049811 0.262869 0.079529 0.000000 pagina
0.000000 0.000000 0.063373 0.012664 cobraron
0.000000 0.000000 0.063373 0.019373 esperando
0.000000 0.000000 0.063373 0.013083 estoy
0.054834 0.000000 0.063373 0.000000 extra
0.028910 0.000000 0.063373 0.000000 Dpasaies




Listening to Your Customers With MLT

What the future looks like

» Explore supervised models
* If we manually classified some comments, can Splunk classify all the rest?

- How much dissatisfied customers complain about check-in in the booking app?

» Replicate this experience in other KPI's
* Can we take what we learn and replicate the data science model in the revenues?

splunk> I
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Summary

We improved 12 CSat points in each dev team
» Splunk for IT OPS and DevOps
» Splunk your feedback!

* Descriptive statistics, outliers and CSat close to dev teams

» Correlation between WebOps and CSat
* How much does a bug cost?

» Use MLT to find Customer insight
* TF-IDF and KMeans

splunk>  (€onf20i7




- ya - © 2017 SPLUNK INC :

"And you, what are you doing
with the feedback your
customers leaves you?”
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Thank You
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Don't forget to rate this session in the
.conf2017 mobile app
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:0:0. Special thanks to:

&9, : -

. &% : Marie Contreras — LATAM Airlines

2 X4

> o ¢ CSat Squad — LATAM Airlines
R Geoffrey Martins, Manish Jiandani - splunk
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