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We’re living in the age of the customer, 
where competitive advantages have 

been leveled, and companies are largely 
competing on how well they can satisfy their 
customers with the experiences they provide.

From awareness to engagement to purchase 
to service and support, the customer journey 
spans a variety of “touch points” including 
digital engagement, social media, in-store 
experiences, phone support, and more. And 
customers regularly share their experiences 
during each of these stages, providing valuable 
feedback—good and bad—that highlights 
both competitive differentiation and areas  
for improvement.

To gain an advantage in the marketplace, 
successful brands are leveraging customer 
experience analytics to create a single unified 
view into each stage or “touch point” of the 
customer journey to deliver a satisfying brand 
experience that creates differentiation, grows 
revenue, and increases brand loyalty.

For organizations looking to leverage 
customer experience data to drive strategic 
initiatives, this executive guide discusses:

• The importance of customer experience
• The evolution of customer experience 

management
• Breaking down information silos
• Get a unified view of your customer
• Fuel all aspects of your business
• A sample action plan for getting started

According to a Walker study found that  
by the year 2020, customer experience  
will overtake price and product as the key 
brand differentiator.

INTRODUCTION

of buyers are willing to pay more for a great 
customer experience

of buyers point to customer experience as an 
important factor in purchasing decisions

of buyers find a positive experience with a brand 
to be more influential than great advertising

86%

73%

65%



42019: Go Beyond Social to Find the Voice of Your Consumer 

THE IMPORTANCE OF CUSTOMER EXPERIENCE

THE EVOLUTION OF CUSTOMER 
EXPERIENCE MANAGEMENT

Customer experience is now a CEO-level 
initiative; yet many enterprises are struggling 
to deliver meaningful, sustained, positive 
customer experiences. Many organizations 
struggle to define customer experience and 
don’t know how to get started.

In the latest Gartner CEO Survey, 37% of CEOs 
have identified that customer experience 
management as a top priority investment over 
the next 5 years. And according to SatMetrics, 
NPS program adoption led to a growth rate that 

outperformed the market by 30% over  
two years.

However, given the value of customer 
experience data, organizations still struggle 
to transform raw data into actionable insights. 
A good customer experience management 
system will collect, analyze, and surface 
valuable insights to fuel every aspect of your 
business to drive revenue, improve retention, 
and lower costs.

Data is growing at an unprecedented rate 
with 2.5 quintillion bytes of data created 

daily. And customer experience data can be 
found everywhere including surveys, focus 
groups, social media, CRM data, chat logs, and 
support forums to name a few.

But understanding customer experience data 
is complex. Data is often stored in silos across
different parts of your business, making it 
difficult to collect, analyze, and correlate the 
data to surface insights with confidence and 
consistency. And given that 90% of this data 
is unstructured makes it difficult and time 

consuming to analyze. In fact, it’s estimated 
that 80% of an analyst’s time can be spent 
collecting, cleaning, and organizing data. Even 
after the prep work is complete, knowledge 
workers still spend about 2.5 hours per day 
searching for information (IDC). By eliminating 
human intervention for processing complex 
and unfiltered data sets, organizations can 
lower the cost of analysis, eliminate errors, 
and reduce the latency for delivering critical 
insights to the business.

Fortunately, a customer experience 
management system provides a single 

37% of CEOs have identified that 
customer experience management
as a top priority investment over the 
next 5 years.*
*Gartner CEO Survey
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platform that brings together and accurately 
analyzes raw data from all customer feedback 
channels, bridging information silos across 

your organization to improve stakeholder 
alignment and reduce costs.

Enterprises are only leveraging
20%–40% of their entire universe
of data for insights and decisions.*

* (Source: Forrester Research).

BREAKING DOWN INFORMATION SILOS

Making business decisions in a data vacuum 
increases the likelihood of misalignment 
across different business functions, ultimately 
wasting resources and increasing costs due 
to duplication of effort and lack of synergy. 
Even worse, you may be missing out on new 
opportunities for revenue and growth.

The lack of a unified “customer experience 
insights” ultimately puts customer satisfaction,
loyalty, and revenue at risk. Strategic brand 
decisions and customer facing initiatives 
require visibility across all data silos, yet a 
common challenge across many enterprises 
is that each department has its own wealth of 
customer data but limited visibility into the 
data collected by other departments.

Making matters worse, distributed stakeholders 
are often pulling information from different 
combinations of sources resulting in conflicting 
and competing priorities. The results are 
duplicated or uncoordinated efforts that can 
impact business decisions.

Sharing customer insights across functional 
groups opens communication, fosters 

cooperation, and builds trust. A good 
customer experience management solution 
aggregates and analyzes all sources of data 
to improve organizational alignment, build 
consensus, and lower costs.

Why Improve 
Customer  

Experience

[32%] Increase cross-
selling and up-selling

[42%] Improve  
customer retention

[33%] Improve  
customer satisfaction

Addressing each of these reasons can positively 
impact bottom line revenue. 

The top three reasons why businesses proactively 
manage and invest in customer experience are to:
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GET A COMPLETE PICTURE OF YOUR CUSTOMER

Practically every company collects customer 
experience data today, however, sitting on 

quintillion bytes of customer data doesn’t matter 
much if you can’t use the data to attract and 
engage customers with delightful experiences.

Most enterprises leverage only 40% of 
structured data and 31% of unstructured 
data for business and customer insights and 
decision-making. Don’t let these valuable 
sources of customer insights go untapped!  

Develop a single source of truth by analyzing 
customer data from every source including 
internal sources, external review sites and 
blogs, and social media.

By analyzing customer data across all 
internal and external sources, organizations 
can identify, implement, and support new 
initiatives that enhance the overall customer 
experience with your brand.

BRAND SPOTLIGHT: ZENNI OPTICAL DROVE $1M
IN ADDITIONAL ONLINE REVENUE

Zenni Optical, an online eyewear retailer, 
wanted to improve brand awareness, 

increase organic traffic, and drive revenue 
through online sales.

By analyzing multiple sources of customer 
experience data, the brand was able to identify 
popular eyewear styles and emerging consumer 
trends to drive new product decisions and more 
effective marketing strategies.

The retailer, along with their creative agency 
IMI, used customer experience analytics to 
develop an engaging marketing campaign 

with an interactive quiz matching customer 
personas to trendy eyewear styles titled “What 
Frames are Perfect for You?”

Within the first 6 months, the results were 
eye-popping! Zenni’s interactive campaign 
attracted an amazing 573,000 unique visitors 
and generated $1.1 million in online revenue. 
An amazing 9,655% return on investment.

573K
unique  
visitors

29K
email

subscribers

$1.1M
in online
revenue

9,655%
return on

investment

$
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FOOD AND BEVERAGE COMPANY DRIVES 
CUSTOMER-FOCUSED INVESTMENTS

One of the largest U.S. food and beverage 
companies did well serving its customers, 

but prioritizing feedback to deliver the most 
impactful strategy across the U.S. and Canada 
was not an easy task.

The company’s Care and Executive teams 
wanted to validate the company care strategy 
with insights from customer feedback, 
but it didn’t have a solution for analyzing 
unstructured data from its customer feedback 
channels. Manually sifting through data was 
time consuming and left a considerable margin 
for error.

To increase satisfaction and loyalty, the 
Customer Care team used NetBase analytics 

to identify and inform organizational 
improvements across several key areas including 
investment priorities, product gaps, and loyalty 
drivers. The team can now track progress 
on service improvements and customer 
satisfaction over time to assure the best 
customer experience possible for the brand:

• Tracked service improvements and customer 
satisfaction over time

• Prioritized issues having the biggest impact 
on consumer experience

• Pinpointed location-specific care issues
• Saved hundreds of thousands of dollars 

using an integrated platform 

“Using NetBase to analyze customer feedback 
from internal data sources and our social 
channels, we identified a need for additional 
training across our East Coast locations to 
improve our customers’ experience. After
training, we saw a measured increase in 
customer satisfaction with staff performance.”

—Senior Director, Customer Care
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As a veteran in the travel and leisure 
industry, one of the largest players in the 

category wanted to analyze feedback from all 
customer touch points across five brands and 
five different points in the customer journey 
to develop strategies for enhancing their 
customer experience.

The problem was aggregating and getting 
actionable insights from multiple data sources 

including the company’s phone, chat, and 
email support as well as social and review sites. 
Previously, Marketing, Sales, Customer Care, 
and Operations teams analyzed different sources 
never bringing them together for a unified 
view resulting in each team arriving at different 
conclusions. The company wanted to implement 
a robust customer experience management 
solution that could handle data from multiple 
sources and deliver unified and accurate insights.

BRAND SPOTLIGHT: TRAVEL AND LEISURE COMPANY
PUTS CUSTOMER EXPERIENCE FIRST

FUEL ALL ASPECTS OF YOUR BUSINESS

Customer insights fuel all aspects of your 
business. Given a reliable way of analyzing 

insights from all data sources across the entire 
organization, key stakeholders can develop a 
complete and unified view of their customers 
to improve brand satisfaction and loyalty.

According to a recent McKinsey study, 
companies that improve their customer 
experience from average to ‘wow’ can see a 
30–50% improvement in key measures such as 
likelihood to renew, likelihood to recommend 
and likelihood to buy another product.*

Having a strong omni-source customer 
experience analytics platform drives better 
decisions across every organizational function 
including Marketing, Customer Care, 
Operations, Product Development, and Sales. 
With deeper insights and a unified customer 
voice, brands can improve all facets of the 
customer experience to increase revenue 
and retention while improving efficiency and 
lowering costs.

Companies that improve their 
customer experience from average 
to ‘wow’ can see a 30–50% 
improvement in key measures such 
as likelihood to renew, likelihood to 
recommend and likelihood to buy 
another product.
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NetBase brought all the sources together 
into one platform for a unified view of the 
customer and their journey. Through its 
industry-leading Artificial Intelligence (AI) 
capabilities, the platform enabled customer 
experience analysis of unstructured text 
across all internal, social, and digital touch 
points to understand perceptions for the five 
different brands.

Comprehensive customer feedback analysis 
drove immediate customer experience 
improvements across marketing, operations 
and care teams:

• Marketing focused messaging around 
their customers’ incredible experiences to 
influence customer brand perception

• Operations identified the root cause 
of reservation complaints and updated 
the online reservation system to greatly 
accelerate the booking process

• Customer Care leveraged customer 
experience data to implement an early 
prevention process to deliver faster 
resolutions and handle significantly  
more contacts

While customer experience is important 
to all businesses, many organizations 

struggle to prioritize their customer 
experience initiatives and the necessary 
tactical steps for maximum impact. Following 
is a sample plan that highlights examples of key 
customer experience initiatives and related 
activities to help your organization get started.

IDENTIFY YOUR PURPOSE
• Create a more personalize customer 

experience to increase engagement

• Improve operations and support to improve 
customer satisfaction

• Make more informed budget decisions

INVEST IN YOUR PEOPLE
• Develop a “center of excellence” that 

informs and guides corporate customer 
experience initiatives

• Provide formal and informal training for key 
team members and stakeholders

DEFINE YOUR PROCESSES
• Interview stakeholders to understand  

your organization’s current customer 
experience efforts

• Identify the necessary data to develop  
the foundation of your customer  
experience knowledge

A SAMPLE CUSTOMER EXPERIENCE ACTION PLAN
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IN SUMMARY

In the age of the customer, brands are largely
competing on how well they can engage 

customers with uniquely authentic and 
relevant brand experiences. And customers are 
quick to share these experiences, both good 
and bad, over social media to broad audiences 
of friends and fellow customers.

Given this importance of social media to 
customers, social analytics is evolving to be 
a critical component of a more complete 
customer experience analytics strategy for 
brands of all sizes. Integrating all sources 
of customer experience data into a single 
analytics platform dramatically improves 
organizational communication, business 
decisions, and ultimately improves the 
customer experience.

By incorporating an omni-source approach to
customer experience data, brands are creating
a unified “customer insights” to drive new and
improved customer experiences that grow
revenue and increase retention.

Contact NetBase for customer experience 
insights that produce amazing brand 
experiences, create differentiation in the 
market, and grow revenue and brand loyalty.

20 Free Social Media Analytics
Tools for MarketersREAD

Santy Uses Social Analytics to
Create a Seamless Experience
for a Client’s Brand

WATCH

2018: 5 Hottest Trends in Social 
Media Analytics

DOWNLOAD

• Develop target personas including interests 
and affinities, likes and dislikes, and frequent 
touch points

• Prioritize improvement opportunities having 
the biggest impact on your  
business objectives

• Monitor progress on new CX initiatives and 
customer loyalty

• Regularly share your findings and 
recommendations with executive leadership

SELECT THE RIGHT TECHNOLOGY
• Select an analytics platform that brings 

together the cross-functional data needed 
to provide exceptional brand experiences 
throughout the customer journey

https://www.netbase.com/blog/20-free-social-media-analytics-tools/
https://pages.netbase.com/AR-2018-ForresterWave.html
https://www.netbase.com/project/santy-uses-social-analytics-to-create-a-seamless-experience-for-a-clients-brand/
https://www.netbase.com/blog/how-taco-bell-powers-international-campaigns-with-geo-fenced-social-insights/
https://pages.netbase.com/EB-5HottestTrends.html
https://www.netbase.com/blog/why-netbase/
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Trusted by the World’s Top Brands

NetBase is the social analytics platform that global companies use to 
run brands, build businesses, and connect with consumers every second. 
Its platform processes millions of social media posts daily for actionable 
business insights for marketing, research, customer service, sales, PR and 
product innovation. 

NetBase is recognized by analysts and customers as the leader in Social 
Analytics. NetBase was rated a category leader by Forrester in the 
“Forrester Wave: Enterprise Social Listening Platforms, Q3 2018” report. 
NetBase was also named a top rated social media management platform 
by software users on TrustRadius and a market leader by G2 Crowd.

NETBASE HEADQUARTERS
3960 Freedom Circle, Suite 201
Santa Clara, CA 95054
P: 855-762-6764
E: info@netbase.com
www.netbase.com

  @NetBase
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   NetBase
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