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Manually assign 
responsible team

Current process for handling statistical queries

Aspects to improve

Slow identification; 
sometimes wrong BA 
identified

Similar queries 
answered multiple 
times

1. 2.

Solution

Classification of BAs1.
2. Identifying similar queries

Manual handling 
of internal 
procedures

3.

3. Automatisation of procedures
Picture sources: 
https://www.ranzey.com/
https://www.synthesizerguide.com/synthesizers/how-to-choose-a-synthesizer/
https://www.flaticon.com

https://www.ranzey.com/
https://www.synthesizerguide.com/synthesizers/how-to-choose-a-synthesizer/
https://www.flaticon.com/
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Knowledge database
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Simple structure Question Answer Responsible BA
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Data 
preparation

• Assigning IDs
• Parsing of emails – picking up original question and final reply
• Remove confidential information – greetings, signatures
• General string cleaning

NLP 
preprocessing

• Strip punctuation
• Tokenize
• Remove stopwords / other email vocabulary
• Lemmatizing
• Keep only nouns, pronouns, verb

Text pre-processing and feature extraction

4
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Classification of BAs
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Extremely Randomised trees +

Subject: Average exchange rates 

I would like to know the annual average 
exchange rate for the year 2019, for 
Canadian dollar to Euros and American dollar 
to Euros. 

ESSA Exchange rates statistics

Monetary statistics

Market Data Provision

92%
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(CBOW) 
Model

C or R NN
Enhanced 

Naïve 
Bayes

SVM

Stochastic 
Gradient 
Descent

XGBoost

BERT

Extremely 
randomized 

trees
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Similarity of queries
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QUERY:  

I would like to know the annual average exchange rate for the 
year 2018, for Canadian $ to Euros and American $ to Euros

ANSWER: 

Please find exchange rates data at the following link.

Subject: Average exchange rates 

I would like to know the annual average 
exchange rate for the year 2019, for 
Canadian dollar to Euros and American dollar 
to Euros. 

Cosine similarity

https://sdw.ecb.europa.eu/browseSelection.do?org.apache.struts.taglib.html.TOKEN=752e94c57e9e3af99b985556248aeb09&df=false&ec=1&dc=&oc=0&pb=1&rc=0&DATASET=18&removeItem=&removedItemList=&mergeFilter=&activeTab=BP6&showHide=&MAX_DOWNLOAD_SERIES=500&SERIES_MAX_NUM=50&node=SEARCHRESULTS&q=exchange&legendRef=reference&legendPub=published&legendNor=
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Similarity of queries: base model
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Source: machinelearningplus.com, 
Wikipedia
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Application demo
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