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Customer & Competitor Insights.

Maximising the business value 
of your customer reviews.



It’s a myth that people only leave a review if they are  
unhappy with your product or service. In fact, online review 
content often reflects strong levels of satisfaction or a 
willingness to recommend.

A big advantage of online reviews is that they are often 
immediate – written when the customer experience is fresh 
in the mind. They are also unmediated, which means that 
customers are not responding to a series of questions or 
prompts. Instead, they can offer the feedback they want to 
give, about any aspect of dealing with your organisation.

The downside is that often reviews are neglected when  
trying to build a full picture of customer opinions. This means 
that organisations can’t react to the valuable content they 
contain. The sheer volume of reviews can make it almost 
impossible to generate meaningful insights. To do this 
effectively, it is essential to have the right tools for analysing 
the language used by customers. Then, this qualitative 
information must be translated into quantifiable results  
that can be measured consistently.

Metricomm uses proprietary data analysis tools to track and 
interpret customer response over time, using a unique and 
statistically robust methodology for taking qualitative feedback 
and creating tangible performance metrics.

Our analysis focuses on

 The overall emotion relating to a brand,  
company or product

 The development of issues relating to  
customer service, which impact perceptions  
and future purchase intention

 The underlying causes of issues, which need  
to be fully understood to drive improvement  
and capture ‘quick wins’

 The factors driving strong satisfaction levels, 
which provide opportunities to build on  
best practices

Our analysis can be applied across a range of sectors to better 
understand customer motivation and the changes which can 
affect sales and reputation.

   Travel & Hospitality

   Retail

   Education

   Financial Services

   FMCG

   Telecommunications

   Sports & Leisure

   Broadcast & Production

Revealing in-depth customer emotions, 
intentions and opportunities.
Online reviews are one of the richest sources of insight into how customers really feel about your 
organisation or business. However, often the sheer volume of reviews and time-pressures can make 
it almost impossible to generate meaningful insights - unless you have access to both the right 
analytical tools and human experience that can interpret the many nuances in language,  
and then convert this qualitative content into quantifiable and measurable results.

Metricomm uses a unique and statistically robust methodology for taking qualitative feedback and 
creating tangible performance metrics. We go way beyond the binary ‘positive’ vs ‘negative’  
to reveal the emotions, intentions and opportunities presented in your customer reviews. 
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Improving customer experience.
CASE STUDY 1

Responding to waning customer 
satisfaction levels.

A large retailer knew 
that customers had 
issues with service 
levels and wanted to 
understand more about 
the underlying problems 
causing dissatisfaction. 

Metricomm analysed 
thousands of reviews from Trustpilot and Google Reviews, 
identifying the issues experienced by customers on a weekly 
basis. This revealed granular detail about problems with 
product quality due to supply chain pressure, as well as 
problems with online ordering and  
home deliveries. 

In this case, the reviews data was combined with text analysis 
of the comments left on social media platforms. Metricomm 
was also able to compare the retailer’s performance with 
that of its main competitors. As a consequence of having 
immediate and reliable intelligence about what customers 
were annoyed about, we were able to make recommendations 
about prioritisation of issues and identify some areas where 
improvements could be made quickly.

CASE STUDY 2 

Getting ahead of the competition.

A large leisure organisation 
was keen to benchmark 
customer service levels against 
one of its major competitors. 
Metricomm’s proprietary data 
analysis tool allows reviews to 
be gathered historically, so we 
were able to collect data for the previous two years, providing 
a huge pool of customer comment for both brands.

Using sophisticated text analysis to quantify and categorise 
customer feedback, Metricomm identified a number of 
themes that were either leading to customer frustration. These 
included parking, COVID safety measures and the quality and 
price of food and drinks. 

 

Additionally, Metricomm was able to identify areas where  
competitive advantage might be gained, for example by 
investing in better baby changing facilities or accessibility  
for guests with disabilities.

The analysis highlighted the importance of conducting  
regular reviews analysis to enable prompt action where 
seasonal problems arise, for example wasps around  
litter bins in summer.

CASE STUDY 3 

Shaping brighter futures.

Many large companies 
employ apprentices and 
students on placement 
schemes. Understanding  
the experience of this  
young people is invaluable  
in shaping future early  
talent programmes.

For several years, Metricomm has analysed thousands of online 
reviews generated by apprentices, interns and placement 
students to provide insights about their employment 
experiences to employers across the financial services, 
management consultancy, manufacturing and FMCG sectors.

The analysis provides regular feedback about the quality of 
mentoring and support, on the job training, formal education, 
remuneration and workplace opportunities offered to  
young people.  

To discover more about how  
Metricomm Reviews Analysis can help your 

business monitor and respond to online  
customer comments, email us on  

hello@metricomm.com

www.metricomm.com
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