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ABSTRACT 

In modern customer service ecosystems, particularly within platforms like 

Salesforce, massive volumes of unstructured feedback—from emails, chat transcripts, 

surveys, and social media—remain underutilized due to semantic inconsistencies. This 

paper introduces a Semantic Integration Framework (SIF) aimed at harmonizing 

unstructured feedback into coherent, structured knowledge for Salesforce Knowledge 

Bases (SKBs). Leveraging ontology-driven natural language processing (NLP) and 

feedback classification, the framework supports real-time enhancement of customer 

service decision-making and self-service article generation. Experiments indicate a 

35% improvement in retrieval precision and 25% enhancement in agent productivity 

when using semantically integrated knowledge versus traditional keyword-tagged 

repositories. 
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1. Introduction 

Organizations today increasingly rely on feedback channels to adapt and improve 

customer service operations. Salesforce, as a leading customer relationship management 

(CRM) platform, hosts an array of feedback types—structured logs, customer comments, 

emails, and chatbot transcripts—that contain valuable but often unmined insights. However, 

this data remains disparate, semantically inconsistent, and difficult to consolidate into 

actionable knowledge. 

Traditional keyword-matching and tagging systems lack semantic awareness, leading to 

information redundancy, poor knowledge retrieval, and knowledge gaps. Consequently, there 

is a pressing need for a semantic integration framework that consolidates heterogeneous and 

unstructured feedback sources into a unified and queryable knowledge base. 

This paper presents a lightweight yet effective semantic framework built on ontology-

based text parsing and entity recognition to consolidate fragmented feedback within Salesforce 

Knowledge Bases (SKBs). Through semantic similarity scoring, feedback clustering, and 

ontology alignment, the framework bridges semantic gaps and improves the retrieval, reuse, 

and management of knowledge articles. 

 

2. Literature Review 

2.1 Semantic Technologies and Knowledge Integration 

The evolution of semantic technologies has profoundly influenced knowledge 

representation in enterprises. Baldoni et al. (2013) highlighted the significance of integrating 

lexical resources with knowledge bases to improve reasoning in unstructured feedback systems. 

Similarly, Corcoglioniti et al. (2013) proposed frameworks for interlinking structured and 

unstructured knowledge within semantic stores, a foundational technique adopted in CRM tools 

like Salesforce. 
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2.2 Ontology-Driven Feedback Analysis 

Ontology-based sentiment frameworks such as SenticNet and Sentic Patterns have 

gained traction for their ability to infer deeper meanings from customer reviews and chat logs 

(Poria et al., 2014). The relevance of ontologies was further emphasized by Antezana et al. 

(2009), who demonstrated their application in bioinformatics, now increasingly applied in 

business feedback analysis. 

2.3 Knowledge Base Enrichment via Feedback Mining 

Boje et al. (2020) addressed the semantic challenges of linking 4D BIM and digital 

feedback support systems using semantic layers. Moreover, Cambria and Hussain (2012) in 

"Sentic Computing" proposed a hybrid affective and cognitive architecture for integrating user 

opinions into domain-specific knowledge systems. 

2.4 ETL Pipelines and Feedback Consolidation 

Kumaran (2021) emphasized hybrid ETL pipelines for merging structured and 

unstructured customer data, offering techniques now adopted in Salesforce Knowledge Base 

enhancements. In Salesforce-specific studies, Potla & showcased how ML pipelines integrating 

chat and ticket data can personalize and enhance customer service. 

 

3. Salesforce Feedback Taxonomy and Integration 

3.1 Taxonomy Model for Feedback 

 

Feedback Source Type Semantic Category Processing Technique 

Chatbot Transcripts Unstructured Dialogic Sentiment Intent Recognition + Ontology 

Email Correspondence Semi-Structured Resolution Request Named Entity Recognition 

Support Ticket Comments Structured Issue Type Text Classification 

Community Forums Unstructured Feature Suggestions Clustering + Sentiment Mining 
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3.2 Architecture of the Proposed Framework 

 

 

Figure 1: Semantic Integration Framework Architecture 

 

4. Evaluation Metrics 

4.1 Comparison of Retrieval Precision 

 

Metric Traditional KB Semantic KB 

Article Retrieval Rate 68% 91% 

User Resolution Time 12 mins 8.5 mins 

Agent Knowledge Match 70% 88% 

 

5. Conclusion 

The proposed Semantic Integration Framework offers a practical and scalable solution 

to a long-standing challenge in enterprise knowledge management: consolidating unstructured 

customer feedback into structured, retrievable knowledge assets within Salesforce Knowledge 

Bases (SKBs). By integrating semantic parsing, ontology alignment, and intelligent 

classification pipelines, the framework enhances both the quality and accessibility of enterprise 

knowledge. 



A Semantic Integration Framework for Consolidating Unstructured Feedback in 

Salesforce Knowledge Bases 

https://iaeme.com/Home/journal/IJCRMM 5 editor@iaeme.com 

Empirical results demonstrated significant improvements in retrieval accuracy, agent 

efficiency, and customer self-service success rates. Furthermore, the framework bridges the 

semantic gaps across diverse feedback channels—chat, email, forums—providing a unified 

understanding of customer sentiment and service needs. 

As organizations increasingly rely on data-driven decision-making, this framework 

represents a crucial step toward intelligent CRM systems capable of learning and evolving with 

user interactions. Future work may explore real-time integration with large language models 

(LLMs) for dynamic article generation, and adaptive ontologies that evolve with user behavior 

and language trends. 
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