
 

 

Uncovering hidden insight  

from Customer Feedback 

                                     Feedback Ferret is a complete environment for gathering 

,                          analysing and reporting of all your ôVoice of Customerõ feedback 

                  from all channels across your business.  

Discover the rich seam of hidden insight in customer comments. Combine 

customer feedback with their profiles, transactions and survey scores to enhance 

your understanding of your customer experience, attitudes and sentiments. 

Voice of Customer Feedback 
òAny time, anywhereó continuous 

feedback via multiple channels

SMS TextE-mail Call centre

Urgent Contact Opportunities

Delivered via online reporting or

data feed to your CRM systems

ÁHosted platform/managed service

ÁFeedback data management

ÁIn-depth contextual analysis

ÁText mining

ÁAnalysis 

ÁDashboard Reporting

Counts & trends of topics...

Heat maps...

Cross tabs...

Drill down to actual comments...

Dashboard Reporting
Multiple feedback channels consolidated 

to a single organisation-wide dashboard... 

... and more, through internet dashboards 

to distribute insight across your business

Voice message & call centre

SMS Text

E-mail

Feedback forms & surveys

Blogosphere

Understanding 

Voice of Customer  

feedback to improve  

customer experience 

and customer loyalty 



 

 

Customer Feedback Dashboards 
You can quickly identify the scale of the issues that are important to your customers, and then drill 

down to the underlying feedback comments to understand exactly what your customers are saying 

and how they feel about your products and services. 

Feedback Ferret interactive dashboards allow you to distribute the ôVoice of Customerõ insight via 

internet browser right across your organisation to the people who need to understand and act on this 

information to improve your customer experience and customer satisfaction.  

Samples of the Feedback Ferret interactive dashboard modules are shown below. 

Top Ranking Issues  for the data 

set in the report filters - enables 

instant drill -down to the 

underlying feedback comments. 

Contact Opportunities distilled 

from customer feedback; your 

chance to contact customers at 

critical times. 

Service Indexes , showing the 

balance of positive and negative 

comments across key customer 

service issues. 

Topic Selector & Cross Tabs  

shows the feedback from selected 

topics, giving quantities and drill 

down to the original feedback 

comments. 

Verbatim Report click through 

from other dashboard views to 

see the original comments and 

associated customer profiles.. 

Risers & Fallers showing the 

topics that are changing most  

rapidly within the customer 

feedback comments. 

Heat Map showing the topics 

which are significantly over-

represented amongst your most 

dissatisfied customers. 

Sentiment Scores - shows the 

range and trend of positive & 

negative sentiments scores in the 

feedback. 

Response Volumes feedback 

volumes and trends by source  
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