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Why bother with Text Analytics – 

We have only two sources of competitive advantage: the ability to  
learn more about our customers faster than the competition, and  

the ability to turn that learning into action faster than the competition.
Jack Welch, former CEO of GE

The “tick-box” organisations

M
These two types of organisations can be best illustrated by this 
iceberg: 
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organisations who want to look under 
the surface of the water

You don’t manage customer loyalty, you 
manage the drivers of loyalty. Find out why 

your customers want to leave and then tackle  
the root causes of those issues.
Dave Mingle, Executive Director,  
Global Customer Experience Program, GM

 

take action accordingly. 



WHY BOTHER WITH TEXT ANALYTICS – AND DOES IT REALLY MAKE A DIFFERENCE?

Feedback Ferret® and the Feedback Ferret logo are Registered Trademarks of Feedback Ferret Ltd.www.feedbackferret.com

 
 

to enhance loyalty.

 
“Came in for 

a scheduled oil change. It 
took an hour and a half before 

I’ve had this issue. Other dealerships 
turn around cars in 30 minutes. I will 

maintenance.”

“‘Service salespeople 

addition work. It’s like slaughter house 

outrageous pricing (ie $500 for one pair brake pads 

to replace a tire on another occasion. Never 

who cares? After purchasing four vehicles 
in 2014 I’m disappointed at best.”

Text analytics enables you to:
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get more. 

So, back to our original question – why bother with text analytics 

Author: Sonia Sparkes, Sales Operations 
Manager, Feedback Ferret

Just three brief words of warning:
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Feedback Ferret –  

For more information visit:
www.feedbackferret.com
www.feedbackferret.com/us

We automatically transform 
the customer comments into easy-to-
understand, actionable insight using  
our sophisticated text analysis engine.

We consolidate all your Voice of 
Customer feedback comments from 
any source into a single analysis and 
reporting platform.

We deliver the RIGHT information 
to the RIGHT people in the RIGHT 
format at the RIGHT time, so they 
can take action to improve customer 
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