
Business Challenge

Delayed access to direct customer feedback about 
their products and lack of insights into competitors’ 
brand performance was affecting the client’s ability to 
innovate quickly and keep customers happy. Purchase 
drivers were determined by post-facto analysis of POS 
data at stores and consumer survey data resulting in 
delays of up to eight months to get consumer feedback 
on product features. Consequently, time taken for 
product development was long and selecting the right 
ideas to commercialize was a challenge. The client 
was looking to reduce this to a three-month period. 

The challenge was to flip this process on its head by 
using real-time customer review data, expert reviews 
and competitive data. This involved sourcing millions 
of product reviews and using Natural Language 
Processing (NLP) techniques to “translate” this big 
data into product insights, equally for brand presidents 
and for engineers, so the entire organization could be 
aligned to launch more successful products faster. The 
client was looking to increase the success rate of its 
products by using Big Data to understand the market 
and customer preferences. 

For a home appliances 
manufacturer, LatentView 
Analytics built a real-time 
text analytics platform 
to extract and leverage 
external unstructured data to 
‘measure’ customer feedback 
vis-a-vis competitor brands 
on various purchase 
parameters. The tool serves 
as a one-stop solution to the 
entire organization to derive 
actionable insights that can 
drive new innovation.

Product innovation platform based on 
consumer feedback data to 
stay ahead of competition
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About LatentView Analytics
LatentView Analytics is one of the fastest growing data analytics firms globally, delivering solutions that help companies drive digital 
transformation and use data to gain a competitive advantage. With analytics solutions that provide 360-degree view of the digital consumer, 
fuel machine learning capabilities and support artificial intelligence initiatives, LatentView Analytics enables leading global brands to 
predict new revenue streams, anticipate product trends and popularity, improve customer retention rates, optimize investment decisions 
and turn unstructured data into a valuable business asset.

www.latentview.com
To know how we can help you leverage analytics to gain competitive advantage, please write to: marketing@latentview.com

The client decided to partner with LatentView Analytics because of its differentiated expertise in digital, particularly social, 
and customer analytics. Knowing that customers interact with a brand across multiple touchpoints and channels, LatentView 
Analytics developed a real-time text analytics platform for the client, which consolidated structured and external unstructured 
data to understand customer feedback of the client’s products vis-a-vis competition. The platform provides a 360° view of 
customer feedback with detailed analysis related to innovation, customer sentiment, drivers of purchase, and triggers of 
purchase etc.

The process began with sourcing consumer feedback across multiple sources such as e-commerce, brand websites, 
industry forums etc., across geographies to get a holistic view of brand performance and how it fared against its competitors 
in the same segment. The reviews were analysed and dimensions such as rating and sentiment were tagged to various 
categories like innovation, purchase drivers using Clarabridge tree. The results were then visualised on the intuitively laid 
dashboards to provide valuable insights. 

The platform allowed employees across levels to view custom dashboards based on their hierarchy and role. Using these 
insights, the product marketing team could get deep insights about buying and usage behaviour within days of launching a 
new SKU.

The product engineering and marketing teams used this platform to identify gaps in current products and to gather competitive 
intelligence. They were able to identify popular features across brands and identify the purchase drivers/ triggers of purchase.

Innovation and messaging was possible faster as consumer feedback reached the relevant teams directly. It enabled the 
client to build product roadmaps by identifying emerging areas of innovation based on customer buying patterns.
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