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Introduction

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:

D 91% of people regularly * Customers are willing to spend M During the last recession,
read online reviews * * 31% more on products with CX leaders saw 3X higher
(BrightLocal) excellent reviews (Invesp) 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.

© 2021 Sprinklr, Inc. All rights reserved.
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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.

© 2021 Sprinklr, Inc. All rights reserved.

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

M

N
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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.

nable data to delighted customers | 4
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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.

© 2021 Sprinklr, Inc. All rights reserved.
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o 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.

© 2021 Sprinklr, Inc. All rights reserved.

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.

o Marketing

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.

e Operations

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.

Product insights: From actionable data to delighted customers | 6

° Crisis Management

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

e Sales

Lead generation

Identify and interact with clients who are talking
about buying a product or are looking at
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 (Al)
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.

© 2021 Sprinklr, Inc. All rights reserved.
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The Product Insights Playbook

How does Sprinklr Product Insights work?

Product Insights goes beyond standard listening to automatically identify insights using advanced Al and NLP.

Listen to customer
feedback

« 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

360° view for unified
customer feedback analysis

Generate
Al-powered insights

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

Uncover specific product attribute opportunities
to improve customer experience

Analyze and discover key challenges &
opportunities from customer feedback

Product insights: From actionable data to delighted customers | 8

Empower teams and
delight customers

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

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

Empower teams with data-driven

strategies to deliver superior brand value

© 2021 Sprinklr, Inc. All rights reserved.
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Step 1: Listen to customer feedback

Common challenges
\14> Point solution Q Disparate digital O Manual
[ ¢\ chaos channels o processes

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 Al-powered insights.

How Sprinkir 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.

© 2021 Sprinklr, Inc. All rights reserved.
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0 Lag time

UNSTRUCTURED DATA SOURCES

24+ Social Platforms

0000000

7000+ Traditional Sources Millions of Web Sources
55+ Integrations / Internal Data 400+ Review Sites
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The Product Insights Playbook

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 Sprinklir Al to provide insights on sentiment, top themes, and more.
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CUSTOMER SNAPSHOT

BOSCH Bosch

How Bosch discovers new product ideas
using Sprinkir 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 Al-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
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Step 2: Generate Al-powered insights

Common challenges

\?ﬂ oint solution anua
Sl Qe O

Your opportunity

Leverage industry-specific advanced Al 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 Sprinkir 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.

© 2021 Sprinklr, Inc. All rights reserved.
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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

EXPERIENCE SCORE

Step 2: Generate Al-powered insights | 12

by location, attributes, review sources, and more to drill into the details.

your brand is doing well.

C ¥V -

Groups Experisnce Scaore  Star Rating Products Mentions Product Insights Brand Performance
} h ™ I_:I‘1 d_ﬂl;_l- 2 'q :.I Groups v Experience Score 54 W Star Rating e Products R Mentions b Product Insights
— N
o hd UnderArmor 434 X 80,305 41,026
3 Corave E FES aE 8977 23,167
TOPDOMAINS  REVIEWS = TOP WORDS L3 CATEGORY REVIEWS TRENDS
»  Skinceuticals 433 Lo 03 144 reddit.com 16K Satisfaction 109K
100
Product
> LaRachePosay 0 a07 75 4092 012 metabase mare ik auaty o Y
80 f A
/)
hotukdeals.com 576 Design 38K U ‘ |
» Wichy m 4.0 az a4 1682 - J
itunes.apple.cor 564 Price 32K May 11 May 18 May 25Jun 01
» Reagad Callay E 469 33 04 205
»  DermablendPra 0 are 8 149 1z _ . o
Experience Score across attribute category C| Y [In
Attribute Category ~  Experience Score ~  Mentions St v Positive Mentions ~  Negative v
Mentions
Top Words c Pu - Build Quality 274,568 ® 246494 ® 14492 L3
Picture (Other) ® 186,483 Phrases across negative insights c Ye i
aunsases would recommend Sm;”S rez;l.‘\\,‘:;;;; C:gm worked well  harfeelssoft @ fﬁk...m:u;u;.jw Price/Value 75174
300utof stars very easy to use i favorite sme eat lovethecolor e santise
iked ws TEV € - i i
wonderil - sSmells amazing soft awesome pagt will continue to use Smart TV 70770 returned it i hate this tv
i in e rsolutely lov
ey Eissepoiied m loved g reat e BB a o do not buy
worst diiile gk b :
works well | Ove A ; : great coverag Ease of Set-up m 55734 q
i e - ¢ excellent very good 0 no manual J
wotke areat by 00 smoott o don't bu
b ok easy 1o use “amazing eyl Sy donatbuy Sound Clarty 51,599 i H i
, Willbuy again happy smellsgood  lovethesmell recommend  Will definitely buy again doesn't work Ver I Sa O I n e
s werypleased  Dealthy cheapes ot semi permanent beautifud colos dign't work would not recommend Ease of Use 43,944 it died
' itdie d H = -
Srrasn Size m a7AaR returned the tv Very ISa ppOI ntl ng
Showing 1 - 20 of 149 Rows horrible tv
poor sound

© 2021 Sprinklr, Inc. All rights reserved.

hadtoretum [POOr design dontbu this

it's annoying very poor sound horrible picture don't buy this tv

The Experience Score gives you one clear Al-driven metric that rates products on performance
related to category-specific factors. Get quick insight into where you need to improve and what
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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.
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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.
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SKU-LEVEL ANALYSIS

Pull together parameters like Experience Score, mentions, product insights, star ratings,

and more to create SKU-level analysis for your products.

Product ; Experience Score Positive Insights
LG_homedepot.com_LG Electronics 30 in. 20 cu. fi. Top Freazer Refrigerator in White with Revarsibls
Door-LTCS20020W_LTCS20020W 1 51

LG_Homedepot.comn_LG Electronics 33 In. 25 cu. ft. 3-Door French Door Retrigerator in PrintProot
Stanless Steel-LRFCS25035_LAFCS25035

UG_La comjus_LG 26 cu. . Capacity PrintProo™ Firish Dear-in-Doar® SpacePlus® ke 207
Syitem_|SXSI63660

LG_Costen.com_LG 26CUFL Side-by-Side Uitra Large Capacity Refrigecalor_LEXS263265

L5_Beatiuiy.com LG - Daor-in-Door 26.0 Cu. L. Side-by-Side Refrigarator with Theu-the-Daor ee 76
and Wator - Black stainless steal_L 5X5263660

LG_Homedepot.comn_21.9 cu. it. Side by Side Smart Refrigerator with Wi-Fi Enabled in Stainbess

Sheal, Counter Denth_ L SXC2242685 67

COMPETITOR BENCHMARKING

Negative Insights

48
63
68
121

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.

Experience Score Positive Insights Negative Insights

74,514 25,496
59,052 18,437
40,152 23,367

19,201 4,657
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REAL-TIME FEEDBACK TO IMPROVE Al MODELS

If the Al Model is missing or not predicting certain insights, Sprinklr Product Insights lets you give
real time feedback to the Al 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 Al model.
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CUSTOMER SNAPSHOT

Gaming Equipment Retailer
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How a gaming equipment retailer
became an industry leader using
Sprinkir 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 Sprinkir 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 Sprinklir Al
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Step 3: Empower teams and delight customers

Common challenges

ét& Point solution Q Disparate digital O Manual \o Low Lag time
lt\ chaos channels o processes accuracy

Your opportunity

How to Export
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 hici)
insights and key content across your organization, from marketing to care to operations.

How Sprinkir does it

Email Embed Format

None

SCHEDULED EXPORT & REPORT

Format Your Export

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

Default

Scheduling Status: Disabled
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Brand your export by defining fike format, content and cover page

File Format «
-
‘ POF Excel BNG PPT

Export Name «

Apparel Product Insights

Number of PDFs

One PDF per iab

Show Metrics

how Anne .
Shew Annotations Defitition

External Storage
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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.

Product Insights > Overview 17 Last 30 Days: May 8, 2020 - Jun 3, 2020 « XP (5
Group By: LB Product Insights by Brand -> Resalution - Vertical (PI): Apparel x O, Keyword Query + Add Filter Clear Filters  Save as Quick Filter
Q 2 3 Brand Insights Domains Vaice of Customer Competitar Banchmarking
Created By Me (2} -~
All Apparel Brands C -
Top 3 Cotrpatitars sperience Score  S4 v Star Rating Products v Mentions v Product Insights

Shared With Me (13] g
’ e (R 500 2 2 7

io0]
> Jockey 000 1 a76 187
> Sketchers m a7 1 33972 1,750
> Reebok 439 1 675986 37450
> Adidas m 413 1 42,070 31,226
> UnderArmor E 434 1 80,308 41,027
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SMART ALERTS

Respond quickly and protect your brand with Al-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.

e Mentions Alerts (4]

Volume Alert od
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tions: 58 [ RS 'Qt" At s 'g"-"
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&0
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£ g S L &
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e Trending Engagemaent Alerts (11)
0700 0800 0500 10:00 1100 12:00

Kim Kardashian West & 10d
@Kimkardas! « § Video Me...
It's true.. He |5 the best kept secret. Happy
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Engagement Alert Fob 22

‘We have noticed high engagement fer the following
message belonging to topic Quibi : with 43 retweets
in last 15 minutes

Past anomalies on this tweet:

1. with 47 retweets from 02-23-20 14:00 to 02-23-20
14:15
2. with 45 retweets from 02-23-20 13:30 to 02-23-20
13:45
3. with 41 retweets from 02-23-20 13:15 to 02-23-20
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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.
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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.
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CUSTOMER SNAPSHOT

American food and
snack company

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

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 Al 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




The Product Insights Playbook

Turn customer
data into action
with Sprinklr
Product Insights

Sprinklr Product Insights is an integral part of Sprinklir’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 Al and
NLP to surface relevant and actionable insights, and empower
teams to make customers happier by democratizing those
insights across your organization.

Sprinklir'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 Al, Sprinklr can
help you transform your customer experience and make your
customers happier. We’d love to show you how.

LEARN MORE
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