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Introduction

The Product Insights Playbook

If someone asked you how your customers feel about your product, how would you answer?

More importantly, how would you know? 

Many brands still use traditional market research methods like customer surveys and focus groups to get customer feedback. 
Overly specific, structured, and painfully slow, these methods take as long as 18–24 days between launch and getting the results 
read-out (McKinsey). 

Meanwhile, your customers are doing their own research, reading online reviews, making purchase decisions, and telling their 
peers what they think — in real-time, on their preferred digital channels, from social media to chat apps to product review sites.

Consider this: 

 
 

 
 
Your ability to quickly and comprehensively understand what customers are saying about your products online ties directly to your 
business outcomes and your customers’ product experience. Whether it’s addressing a negative review, tapping into online ratings 
to improve your products, or understanding where you stack up against the competition, you need to: 

• Hear customer feedback about your products in real time
• Understand intent to create quick and actionable insights
• Take action seamlessly across your organization 

This Playbook will show you how the nature of product insights have dramatically evolved and how everyone on your teams, 
from marketing to sales to product development, can use these insights to create best-in-class products and a unified customer 
experience that engages, delights, and attracts customers to your brand. And, the next time someone asks you how your 

customers feel about your product, you’ll have the answer right at your fingertips. 
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91% of people regularly 
read online reviews 
(BrightLocal)

During the last recession, 
CX leaders saw 3X higher 

returns (McKinsey)

Customers are willing to spend 
31% more on products with 
excellent reviews (Invesp)
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Product insights: From actionable data 
to delighted customers
What are product insights? 

Product insights are the key to not just meeting 
your customers’ expectations, but far exceeding 
them. Simply put, product insights are actionable data 
from your customers about your products. The key is 
“actionable.” With the proliferation of digital channels, 
collecting raw data presents a significant challenge.  
But even once collected, the data is meaningless 
if it can’t be quickly analyzed, contextualized, and 
converted into actionable next steps.

What are the challenges to collecting 
product insights? 

In the modern marketplace, customer data has become 
a commodity. Every brand collects customer data and 
acts on it to some degree, some more successfully 
than others. But that’s not enough to truly improve 
the customer experience and make your customers 
happier. You need to think about how you collect 
that data, get insights from it, and democratize those 
insights across your organization. 

But, it’s not easy. Here are some of the challenges brands face: 

Point solution chaos: Different point solutions for 
different customer touchpoints create siloed feedback, 
disjointed insights, and less synergy between teams.

Disparate digital channels: Customers provide 
feedback on their preferred channels, not yours.  
And that feedback must be gathered and analyzed  
from a wide range of sources. 

Manual processes: Creating insights from vast volumes 
of raw data takes time and is prone to error. 

Low accuracy: If an insight isn’t accurate, it can  
do more harm than good and lead to suboptimal 
business decisions. 

Lag time: If you can’t generate and act on insights  
in real time, it puts your business at risk. 

Poor competitive intel: If you can’t tell what customers 
like or dislike about your competitors’ products  
or features, you are at a considerable disadvantage. 

Increased expectations: Customers want a personalized 
experience, in real time, on their preferred channels. 
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What are the benefits of real-time product insights? 

Moving your product insight capabilities from basic data collection and traditional market 
research methods to real time, aggregated, and actionable feedback about your products 
can have wide-ranging benefits to your business. It will enhance your products, improve 
your customer experience, and make customers happier. Here are just some of the 
questions you’ll be able to answer: 

• Which are my top and low performing products or brands, and why?
• Which are the most liked and disliked product/service attributes by my customers?
• What are the top reasons for customer churn for the offered products or services?
• Why do certain customers prefer competitor products or services over mine?
• How are customers reacting to new product/service launches?
• What customer suggestions could be turned into new products?

 
What are the use cases for product insights? 

Before you start collecting, analyzing, and acting on your product insights, think about 
the use cases that provide the most value to your brand. Here is a list of functions in most 
organizations, relevant use cases, and the benefits you can achieve.
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Marketing

Crisis Management

Operations

Sales

Promotion assessment 

Identify how customers receive offers and promotions.  
Are they talking about it?

Point-of-market entry 

Use usage patterns to identify new market segments or 
fulfill an unspecified user requirement.

Brand positioning 

Judge overall brand sentiment. Identify cases where the  
brand positioning is going wrong.

Crisis management 

Detect potential crises at an early stage through active 
monitoring of customer reviews and social data.

Crisis mitigation 

Identify cases where a user propagates false information 
about the brand  / product before it gets out of control.

Smart alerts 

Use AI to get notifications when changes are detected  
in key product metrics like experience score, star rating, 
sentiment, etc.

Inventory management 

Improve inventory management by identifying product 
availability issues, popularity of sales channels, etc.

Retailer management 

Analyze customer’s voice for any particular retailer, offline  
or online, to streamline operations and maintain quality.

Lead generation 

Identify and interact with clients who are talking  
about buying a product or are looking at  
competitors’ products.

R&D / Product Development

Product design 

Identify design issues and highly-rated features for both 
your own and competitors’ products.

Product innovation 

Identify new product ideas and improvements based on 
customer suggestions. 

Top attributes 

Identify top attributes loved by the customers, and why.

Low performing attributes 

Identify the attributes that are most disliked by customers.

Quality issues 

Identify quality issues early and rectify them at the 
manufacturing level.

Product and brand performance 

Identify top and low performing sub-brands/products  / SKUs 
based on key product metrics.

Customer reaction to new releases 

Monitor new product releases and learn which attributes 
are liked and disliked.

Unified customer view across channels 

Centralize customer feedback and data across channels, 
including offline data from brand surveys.

Track key product metrics 

Track key product metrics like star rating, experience across 
products and brands and how they change over time.

Competitor benchmarking 

Understand what customers are saying about 
competitors’ products.
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Sprinklr Product Insights Playbook
Whether you’re just starting from scratch or trying to undo years of siloed data and a “frankenstack” of point solutions,  
Sprinklr Product Insights can help your brand deliver better customer experiences and grow your business. 

Part of Sprinklr Modern Research, Product Insights helps you understand how customers feel when they directly interact with 
a product by capturing customer experience data at the point that it occurs. Sprinklr’s industry-leading artificial intelligence (AI)  
and natural language processing (NLP) models convert that data into insights that: 

• Enhance the product experience

• Deliver superior brand value

• Directly engage with customers to make them happier 

Whether you're a marketer, an account executive, a product developer, or in a strategic role where you need to ensure 
all of your teams are aligned and armed with actionable data to delight customers, this Playbook will help you:

• Capture product feedback

• Generate actionable insights

• Share data across your teams

• Engage and delight customers 

Let’s get started.
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https://www.sprinklr.com/modern-research/
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How does Sprinklr Product Insights work?

• Listen to product/service feedback from 
400+ review sites, social media, and other 
digital channels in real-time

• Use first party data ingestion to include 
customer surveys and other offline data

• Leverage industry specific AI-models  
to identify product specific insights across 
all channels

• Uncover specific product attribute opportunities 
to improve customer experience 

• Engage strategically based on actionable 
insights and flag key content to the right 
teams, from marketing to care to operations

• Customize, build, and share on-brand 
reports to empower everyone from C-suite 
to the front lines

360° view for unified  
customer feedback analysis

Analyze and discover key challenges & 
opportunities from customer feedback

Empower teams with data-driven 
strategies to deliver superior brand value

Listen to customer 
feedback

Generate  
AI-powered insights

Empower teams and 
delight customers

Product Insights goes beyond standard listening to automatically identify insights using advanced AI and NLP.
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Step 1: Listen to customer feedback
 
Common challenges

UNSTRUCTURED DATA SOURCES

24+ Social Platforms

55+ Integrations / Internal Data

Millions of Web Sources7000+ Traditional Sources

400+ Review Sites

Your opportunity

Capture product-level feedback from review sites, social media, and other digital channels; 
integrate first-party data for a 360-degree view of the customer; and create the groundwork 
 for AI-powered insights.  
 
 
How Sprinklr does it 
 
OMNI-CHANNEL LISTENING

Set up product insights in Sprinklr by importing your catalog of products along with the 
sources (review sites, custom internal sources, or listening) you want to capture. Sprinklr 
Product Insights pulls data from more than 400+ review sites, social media, chat apps, and 
other digital channels to capture all of the mentions about your products. 

Manual 

processes

Point solution 

chaos

Disparate digital 

channels

Low  

accuracy

Poor competitive 

intel

Increased 

expectations

 
Lag time
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FIRST-PARTY DATA INGESTION

Upload your internal data from surveys, focus groups, and company apps to derive granular, category-level insights from  
offline data. All of your first-party data is enriched through Sprinklr AI to provide insights on sentiment, top themes, and more. 

How Bosch discovers new product ideas 
using Sprinklr Product Insights

Bosch’s auto parts team used Sprinklr Product Insights on 
their social and reviews data to create a new category of 
windshield wiper.

THE CHALLENGE

Bosch had limited access to sales data from third-party online 
e-commerce sellers and a lack of visibility into qualitative 
insights regarding customer sentiment.

THE SOLUTION

With Sprinklr’s Product Insights and Listening data, Bosch 
has access to qualitative sales data and AI-powered 
customer insights.

OUTCOMES

• Discovery of new product ideas through listening to 
customer comments

• Creation of an entirely new product category based on 
insights from Sprinklr social listening data

• Data-driven decisions regarding R&D, operational  
hanges, and product improvements

• 6000+ products managed from analyzing customer 
feedback to responding to reviews

CUSTOMER SNAPSHOT

Bosch
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Your opportunity

Leverage industry-specific advanced AI and NLP models to distill vast amounts of  
unstructured data into clear and actionable insights to quickly understand what features 
and attributes customers like or don’t like. Use that feedback to improve your products,  
create superior brand value, and gain a competitive edge over rival brands.  

How Sprinklr does it 
 
PRODUCT INSIGHTS

Break down customer data by product category, product sub-category, data source 
(internal, review, or listening), experience score, star rating, and/or mention volumes.
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Step 2: Generate AI-powered insights
 
Common challenges

Manual 

processes

Point solution 

chaos

 
Lag time

Disparate digital 

channels

Low  

accuracy

Poor competitive 

intel

Increased 

expectations
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PRODUCT INSIGHTS OVERVIEW DASHBOARDS 

Get an in-depth view of customer feedback on your products from all of your data sources 
so you can quickly identify opportunities to increase customer satisfaction. Customize filters  
by location, attributes, review sources, and more to drill into the details. 

EXPERIENCE SCORE

The Experience Score gives you one clear AI-driven metric that rates products on performance 
related to category-specific factors. Get quick insight into where you need to improve and what 
your brand is doing well. 
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SMART INSIGHTS  

Smart Insights uses a lightbulb icon to quickly and easily identify any deviation or anomaly 
in your metrics so that you can understand the root cause and underlying factors of any  
data point, good or bad.   

SENTIMENT ANALYSIS

Use message-level and category-level sentiment analysis to identify granular insights from 
user sentiment about different features of brands or products with a high level of accuracy 
and machine learning models that continuously learn and improve. 
 

SKU-LEVEL ANALYSIS

Pull together parameters like Experience Score, mentions, product insights, star ratings,  
and more to create SKU-level analysis for your products.

COMPETITOR BENCHMARKING

Find out what customers like and don’t like about your competitors. Get a comparative analysis 
between your brand and your competitor brands based on Experience Score, average star 
ratings, mentions, and insights.
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REAL-TIME FEEDBACK TO IMPROVE AI MODELS  

If the AI Model is missing or not predicting certain insights, Sprinklr Product Insights lets you give 
real time feedback to the AI models by adding missed insights, changing the insight categorization 
and sentiment, or changing the associated brand. The software records the changes and uses them 
to improve the AI model.

How a gaming equipment retailer 
became an industry leader using 
Sprinklr Product Insights

THE CHALLENGE

The gaming equipment retailer had 80+ product 
offerings in a saturated marketplace and a high 
volume of reviews/unsolicited data that created 
monitoring and analysis issues.

THE SOLUTION

Using Sprinklr Product Insights, the brand consolidated 
reviews across modern channels for their owned and 
competitor products, providing actionable insights and 
enhancements to their R&D team.

OUTCOMES

• Increased average star rating to 4.35 stars across 
all products and became an industry leader

• 4.5M owned and competitor reviews categorized 
& analyzed with Sprinklr AI

CUSTOMER SNAPSHOT

Gaming Equipment Retailer
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Step 3: Empower teams and delight customers
 

Your opportunity

Inform and empower your internal teams with customized on-brand reports, alerts, and 
dashboards featuring real-time, actionable insights. Then, surprise, delight, and strategically 
engage your customers at any and every point in the customer experience by democratizing 
insights and key content across your organization, from marketing to care to operations.  

How Sprinklr does it

SCHEDULED EXPORT & REPORT

Customize and schedule listening reports to automatically share them with stakeholders, 
including executives and key personnel, in a variety of different formats. 

Common challenges

Manual 

processes

Point solution 

chaos

 
Lag time

Low  

accuracy

Increased 

expectations

Disparate digital 

channels

Poor competitive 

intel
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CUSTOM DASHBOARDS  

Brand category mapping, catalog filters, dashboard filters, and hierarchy widgets enable  
you to customize and organize data in the most effective way for your teams to interpret  
and act on insights quickly. 

.   

SMART ALERTS

Respond quickly and protect your brand with AI-driven Smart Alerts that notify your teams 
when changes are detected in mentions, engagement, and other actionable trends, including 
proactive crisis detection, trending content and sentiment monitoring, and competitor insights. 
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PRESENTATIONS  

Create eye-catching, dynamic presentations that 
update in real-time with your Sprinklr data, enabling 
you to share data quickly and visually across 
departments to align your teams and improve 
understanding of critical insights. 

 

Category 1 Category 2 Category 3 Category 4
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The Product Insights Playbook

ENGAGEMENT DASHBOARDS  

Pull all of your product insights into your own customizable Engagement Dashboard, allowing you  
to monitor messages relevant to specific products, follow emerging trends, stay ahead of crises,  
and engage your customers directly on their preferred channels. 

   

How an American food and snack 
company leverages data-driven insights 
from Sprinklr 

THE CHALLENGE

An American food and snack company struggled with 
leveraging insights from its legacy listening tool and had 
missed critical complaints and PR issues while also never 
benefiting from a closed-loop process for customer care.

THE SOLUTION

Sprinklr demonstrated how to leverage Listening, Product 
Insights, and Benchmarking Insights in a unified workflow 
utilizing AI at scale while also integrating into their existing 
customer care workflow.

OUTCOMES

• 9/10 average Sprinklr rating score as a result of 
the implementation

• 128+ workdays saved by leveraging Sprinklr omni-channel 
reporting automation

CUSTOMER SNAPSHOT

American food and 
snack company
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The Product Insights Playbook

Sprinklr Product Insights is an integral part of Sprinklr’s  
unified customer experience management (Unified-CXM) 
platform, enabling your brand to improve the customer 
experience at every touchpoint. Listen to customer feedback 
about your products in real time, use industry-leading AI and 
NLP to surface relevant and actionable insights, and empower 
teams to make customers happier by democratizing those 
insights across your organization.  

Sprinklr’s Unified-CXM platform brings together customer 
care, research, marketing, and sales to empower the world’s 
leading brands to be human@scale. Powered by a universal 
data model and the industry’s most advanced AI, Sprinklr can 
help you transform your customer experience and make your 
customers happier. We’d love to show you how. 

Turn customer 
data into action 
with Sprinklr 
Product Insights 

LEARN MORE
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If someone asked you how your customers feel about your product, how would you answer? 

More importantly, how would you know? 

Many brands still use traditional market research methods like customer surveys and focus groups to get customer feedback. 
Overly specific, structured, and painfully slow, these methods take as long as 18–24 days between launch and getting the 
results read-out (McKinsey). 

Meanwhile, your customers are doing their own research, reading online reviews, making purchase decisions, and telling their 
peers what they think — in real-time, on their preferred digital channels, from social media to chat apps to product review sites. 
Consider this: 

• 91% of people regularly read online reviews (BrightLocal)

• Customers are willing to spend 31% more on products with excellent reviews (Invesp)

• During the last recession, CX leaders saw 3X higher returns (McKinsey)

Your ability to quickly and comprehensively understand what customers are saying about your products online ties directly 
to your business outcomes and your customers’ product experience. Whether it’s addressing a negative review, tapping into 
online ratings to improve your products, or understanding where you stack up against the competition, you need to: 

• Hear customer feedback about your products in real time

• Understand intent to create quick and actionable insights

• Take action seamlessly across your organization 

This Playbook will show you how the nature of product insights have dramatically evolved and how everyone on your teams, 
from marketing to sales to product development, can use these insights to create best-in-class products and a unified customer 
experience that engages, delights, and attracts customers to your brand. And, the next time someone asks you how your 
customers feel about your product, you’ll have the answer right at your fingertips. 
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3 Steps to Transform Your Customer Experience with AI-Driven Insights


