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Active Listening 
What’s next for VoC Text Analytics? 
 
Kurt Williams, Chief Product Officer & Co-Founder 
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Supporting 350+ brands, in 125+  
Countries, and 40+ languages with: 
 
!  Global best practices for Voice of the Customer design, implementation and impact 
!  Benchmark and performance insights globally, by market and vertical 
!  Innovative thought leadership in global VoC programmes and technology innovation 

InMoment active countries in green 

Who is InMoment? 
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*Not a comprehensive list - confidential 

Global Voice of the Customer 
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90 Million Reviews 

Germany 
80 Million 
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“What are my customers saying about me.” – VoC 101 
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There is a fundamental disconnect between 
how data scientists want to listen and how 
customers want to tell their stories 
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Left Comment 

“Everything was great.” 
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We had what we 
needed to reinvent 
the text box. 

Listen Different. 
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Demo 

Active Listening 
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“You don’t know what it’s like out there. 
I’ve worked in the private sector. They demand results!” 

- Ray Stantz, Ghostbuster  
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“Retailer Express uses Active Listening in surveys 
about its in-store experience. Since deploying it in 

October 2014, it has seen a 33% increase in survey 
volume and a 37% increase in comment length 

versus the same period the year before.” 
 

Beyond Surveys: New Tools For More Effective 
 CX Measurement by Maxie Schmidt-Subramanian,  

April 29, 2015 
 

114% More Text 50% More Tags 37% Fewer Very 
Short Comments 
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Text Interaction 

Client-side, plenty of UX research 

Comment Strength Meter 

Server & client-side text analytics to 
visualize & gamify comment value 

Restatement Engine 

Text analytics to spot low-value 
phrases and suggest hints 

Rules Processing 

Configurable Server-side hint library 
based on rules, TA & sentiment 
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When I placed my order the Cashier did not say hello, thank you or 
anything. When my food was ready she put the tray on the counter and 
said nothing. I was not sure if this was my order as there was 2 other 
customers also waiting on their food. I said thank you expecting she would 
say something, but she said not a word. I decided to just check the food 
and see if it was mine. It was and again I said thank you very nicely. Again 
she said not a word. To me this is incredibly rude not to say much as 
acknowledge the customer or even say - here is your food. I mean she 
didn't say a single word or even respond to me saying thanks twice. I 
understand that fast food employees work hard and can have bad days, 
but rude is just rude. The food was very good, but the service was so 
ridiculously bad that it erased the fact that the food was good. I will go to 
Burger King, Mcdonalds, or safeway next time. 
Everyone was friendly & prompt 
Great costumer service. Liliana is very friendly so helpful. Great food. 
Great visit 
Janelle is a wonderful person she was happy and such 
a great employee :) great job team :) 
Everyone was so nice! food was verry good! then again it always is. keep 
up the good work guys! 
fast friendly service 
The ladies so sweet there, I just love going there. Thank you Jack In The 
Box!!! 
they were fast and courteous...They got my order right. 

Positive Negative Neutral 

When I placed my order the Cashier did not say hello, thank you or 
anything. When my food was ready she put the tray on the counter and 
said nothing. I was not sure if this was my order as there was 2 other 
customers also waiting on their food. I said thank you expecting she would 
say something, but she said not a word. I decided to just check the food 
and see if it was mine. It was and again I said thank you very nicely. Again 
she said not a word. To me this is incredibly rude not to say much as 
acknowledge the customer or even say - here is your food. I mean she 
didn't say a single word or even respond to me saying thanks twice. I 
understand that fast food employees work hard and can have bad days, 
but rude is just rude. The food was very good, but thye service was so 
ridiculously bad that it erased the fact that the food was good. I will go to 
Burger King, Mcdonalds, or safeway next time. 
Everyone was freindly & prompt 
Great costumer service. Liliana is very friendly so helpful. Great food. 
Great visit 
Janelle is a wonderful person she was happy and such 
a great employee :) great job team :) 
Everyone was so nice! food was verry good! then again it always is. keep 
up the good work guys! 
fast friendly service 
The ladies so sweet there, I just love going there. Thank you Jack In The 
Box!!! 
they were fast and courteous...They got my order right. 

Previous Sentiment Engine New Sentiment Engine 
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Lessons Learned 
•  The next frontier for sentiment will 
be in embedded analytics 

•  Be like Google & Uber: use your 
data to improve your data 

•  Innovate by connecting needs to 
multi-disciplined technologies 
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Section Title 
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Why The InMoment Partnership? 

2 

1 

3 
Service/Support: Real Partnership! Client Advisor partnering w/your MR Team for 
Best Practices, Changes, Tech Support etc. . Looking at your data, coming on site and 
making recommendations. 

4 
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Simple, Integrated Solution w/ Real-time Sharing and Actionability: 
Omnichannel listening w/real-time role based alerting ensures the right people have the 
right information to act at the right time. 

Active Listening/Text Analytics: Conversational feedback without interrogating 
your customers. Branch in real time on verbatims.  92% Accuracy Rate and 8% Recall 
Rate & Classify False Positives  
Strategic Analyst Tools: Managed Service w/DIY Functionality!  
 Big complex data visualized for deeper, more strategic understanding 

Corporate Direction-Service Technology Company: Over 50% Employee Owned! 
Human partnership and expertise creating Red Shoe Experience for you and your customers. 
CPO-Kurt Williams & Kristi Night – Top Utah Executive Awards 2014 & 2015 
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Listen 
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Understand 
Understand 
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Share 



24 

Thank you! 


