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VI. CONCLUSION

We developed an analytical approach based on classification

and text mining algorithms to identify customer needs from

incident tickets. We successfully validated our approach in a

feasibility study with a large IT service provider. Results show

that the proposed approach is capable to elicit information

from service encounter data in an automated and scalable

fashion–after an initial training.

Naturally, the work has certain limitations and we envision

future extensions to further improve results and applicability.

First, the amount of records used was rather small, and

only one expert was available for labelling—as in practice

it is hard to carve out time for qualified business experts.

Hence, individual bias cannot be ruled out which could be

reduced by more labeling experts and using majority votes. By

labelling a larger amount of tickets with underlying customer

needs, classification models could be further improved. This

especially holds for classes with few samples.
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