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 “Using their specialist expertise, Inawisdom were able to analyse a 
huge dataset in a very short amount of time and efficiently extract 
the actionable insights we suspected would be in there.” 
 
MARK BURGESS, SUFFOLK COUNTY COUNCIL

CASE STUDY

Our Customer
Suffolk County Council is a local authority, with responsibility for education, social care, 
roads, fire and rescue and waste in the region. 

Given the breadth of services, their busy customer service contact centre fields a wide 
range of calls from the public. Some are simply requesting information and others are 
attempting to complete a transactional task, like booking a slot at a local recycling centre.

The Challenge 

Many of the calls and queries coming into the contact centre could have been resolved 
quickly and simply through self-service channels, such as the Suffolk County Council 
website or an automated phone line. However, instead of self-serving, many people were 
choosing to speak directly to contact centre staff, leading to longer wait times for callers 
as well as higher operating costs for the council. 

Reducing the demand on the contact centre could offer an improved service for Suffolk 
residents, as well as a significant opportunity for cost-savings. Routing fewer complex 
queries to other channels would also free up capacity for the contact centre team to 
assist with more added-value, multifaceted tasks. 

Suffolk County Council wanted to look at innovative ways to solve this challenge and 
explored the application of Artificial Intelligence (AI) for proactively dealing with demand, 
thereby reducing the number of calls that went through to the contact centre team.

Analysing the content of the calls using Natural Language Processing (NLP) could yield 
valuable insights, including a better understanding of: 

• why people were opting not to use available self-service channels
• the limitations of the website content and existing online services
• what services to prioritise for conversion to self-service

Suffolk County Council engaged leading AI and Machine Learning expert Inawisdom 
to help them analyse their existing call data and explore how AI could help optimise 
their contact centre operations. It was important for the council to prove the value of AI 
before investing in a full roll-out, so Inawisdom’s Discovery-as-a-Service (DaaS) offer was 
the perfect fit. The Inawisdom DaaS allows companies to choose a prioritised use case 
for AI; then, within a matter of weeks, Inawisdom take the data, build a model and create 
a proof of value to show what could be achieved. 
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By the end of the project, Suffolk County Council had obtained 
unprecedented insights into their customer contact centre demand, 
with significant potential impact on business decision making and 
resource planning. In just 5 weeks, they had uncovered several 
areas where AI could enable cost-savings and improve customer 
experience.

Armed with insights into the seasonality of call topics, the council 
can now plan for expected spikes in demand, prioritising the number 
of staff available. They can also proactively provide salient, timely 
information across self-service channels such as the website, social 
media or automated phone lines, to reduce the demand placed on 
the contact centre.

The analysis also highlighted opportunities for more self-service 
options and clearer information on the website. Identifying which 
tasks callers had struggled with most often gave Suffolk County 
Council a clear indication of where the website needed to be 
improved, or where new self-service options should be introduced.

This meant that the council had a clear list of data-backed actions 
that they could start implementing straight away, to reduce demand 
on the contact centre, enable more efficient call-handling and 
improve self-service options. 

For Suffolk County Council, uncovering these insights would not 
have been possible without AI, as it would have required manually 
listening to and analysing months of call recordings, impractical for 
the council to undertake. Instead, in just five weeks they were able 
to unlock a wealth of valuable insights to optimise their contact 
centre operations and ensure a streamlined, enhanced service for 
customers.

About Us
Inawisdom is a leading specialist in 

Artificial Intelligence (AI) and Machine 
Learning (ML). We enable customers to 

rapidly discover and deliver business 
differentiation from their data assets to 

create true value. Inawisdom is an Amazon 
Web Services (AWS) Premier Consulting 
Partner, holding multiple competencies 
including Machine Learning and Data & 
Analytics, and serves global businesses 

in a broad range of industries, across the 
UK and EMEA. Inawisdom was acquired by 

Cognizant in December 2020.

Inawisdom started by deploying their Rapid Analytics and Machine 
Learning Platform (RAMP), an AWS-based platform designed to 
offer a secure and scalable environment for data processing, model 
development and testing. This platform allowed raw data in the form 
of call transcripts and recordings to be easily ingested for analysis, 
with the initial dataset comprising a significant volume of around 
80,000 calls made over the course of 12 months.

Inawisdom first applied Natural Language Processing (NLP) 
techniques to the call transcripts to identify recurring words and 
phrases. A list of common phrases that were not topic-related – such 
as yes or no answers, filler words and greetings – was compiled and 
then filtered out of the transcript data. Once the data was cleansed, 
clear trends in topics of conversation began to emerge.

Calls were then categorised by topic and further analysis was 
conducted, using an NLP technique known as Term Frequency – 
Inverse Document Frequency (TFIDF). The team focused particularly 
on using NLP to identify the reasons behind individual calls, as well 
as looking at calls over time, to understand which topics were most 
affected by seasonal changes.

As the TFIDF analysis was applied to different call categories, key 
insights were uncovered. For example, within the category of “free 
school meals”, calls primarily focused on questions of eligibility, 
suggesting that the information provided online was not clear. Other 
callers needed help cancelling their meals, a task for which there was 
no existing self-service path.

The seasonality analysis also yielded interesting results, including 
some unexpected seasonal trends – such as a sudden increase in 
calls about school transport during the month of June, or a spike in 
questions about highway access in early summer. 

Inawisdom compiled all of these findings, creating a comprehensive 
overview of the historic call data, patterns and value-based insights, 
as well as presenting the council with recommendations for next steps.
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