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SEM Experience Analytics Listening System for Direct-to-Company Feedback Implementations 

SEM Experience Analytics delivers real sentiment, 
meaning and trends within customer feedback 
for many of the world’s leading consumer brand 
companies. SEM Experience Analytics’ solution 
for direct to company feedback implementations 
has several distinct advantages that enable 
brand-driven companies to gain strategic insights 
and take intelligent action: 

A Multi-Channel Listening System. SEM 
Experience Analytics collects, analyzes, and 
reports rich and relevant insights derived from 
multiple channels of customer interaction 
including emails, text messages, voice-to-text comments, web forms, and surveys. 

One System for Strategic insights and Intelligent Action. SEM Experience Analytics delivers the complete picture of your 
customers’ voice across all direct to company feedback channels. It will tell you the current information and trends related to 
sentiment, emerging topics, themes, customer segments, and location – in any combination that makes sense for your needs. 
Need to respond in real-time when a specific complaint is made by a customer? It does that too.  

Powered by Advanced Text Analytics. SEM Experience Analytics is powered by the very best Natural Language Processing (NLP) 
technology that continuously reads and analyzes all relevant customer 
comments about your company. The interpretation of sentiment, topic, 
and meaning behind every text comment is in relation to your specific 
brand and even takes into account misspellings and acronyms. 

Backed with Professional Services. All SEM Experience Analytics 
deployments include ongoing support and consulting services. Our service 
professionals are all highly trained to understand the technical details of 
OpenMic along with being versed in the best practices uncovered in 10+ 
years of helping brand name companies gain valuable insights. 

Delivered as a Software-as-a-Service application. We’ve done all the 
work for you – created powerful technology with our in-house scientists, 
integrated enterprise-class business intelligence capabilities, deployed 
within world-class SAS 70 Type II compliant data centers. 
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Features 

Strategic marketers, customer support, and product managers require more information than high level PR / brand mentions and 

share of voice metrics to make critical decisions affecting customer experience. SEM Experience Analytics collects text-based user-

generated content from any interaction channel and evaluates it for topic, theme and sentiment. Using advanced natural language 

processing capabilities SEM Experience Analytics gives you realistic and quantifiable insights into the voice of your customer. 

Actionable insights that will help you make products people love, deliver service that builds loyalty, and foster relationships that 

turn customers into evangelists. 

SEM EXPERIENCE ANALYTICS FUNCTIONAL FOOTPRINT 

SEM Experience Analytics includes four levels of analysis to enable you to spot trends, report key insights, determine root-cause 

relationships, and detect emerging topics of discussion. First, customizable dashboards provide an at-a-glance view of key trends, 

changes, and alerts. Second, SEM Experience Analytics includes integrated enterprise reporting capabilities to allow for the 

creation and distribution of any report from all of your data. Third, SEM Experience Analytics provides the ability to conduct root-

cause analysis and isolate specific verbatim relating to key issues through our Insight Explorer application. Lastly, Emerging Topic 

Alerts are generated when SEM Experience Analytics spots a new rising topic or issue that you may not have anticipated. 
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Collect 

Collect text comments and associated structured attributes such as customer ID, source, demographics, web analytics, behavioral 

or transactional data from any interaction channel. Easy, flexible web services allow real-time input of data streams from any 

online source. Sources include: 

 

  

 

 

 

 

  

Web Form Builder 

Our fully customizable web form 

builder allows you to create online 

feedback forms to match your brand 

and the design of your web 

properties. 

 Fully integrated and designed for 
business users, eliminating IT 
involvement. 

 Deploy feedback forms automatically 
in minutes.  

 Add survey questions like Net 
Promoter, request contact or 
demographic information. 

 Customize automated response to a 
web form submission based on the 
meaning and the sentiment of the 
customer communication (follow on 
survey, dynamic offer, other 
engagement action). 

SMS Gateway 

 Captures and parses SMS messages for 
analysis via partner gateway systems. 

 Measure customer experience feedback 
sent from mobile devices. 

RSS 

 Subscribe to and parse RSS. 

Web Services API 

 Powerful API to collect text comments 
and any associated data via SOAP and 
XML. 

Web Surveys 

 Use http methods or web services for 
collecting open end survey responses. 

Email Gateway 

 Route and parse raw emails for 
analysis. 

Batch Uploads 

 Upload TAB (.txt) or Comma (.csv) 
delimited files. 
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Categorize 

Categories are the terms which describe 

what a customer comment is about. Our 

business analysts work with you to create 

the categories that are most relevant to 

your business. At the same time, SEM 

Experience Analytics bubbles up categories 

from within the data itself. Anything can be 

a category in the system (issues, topics, 

themes, concepts, etc.). 

  

Discovery 

 Sophisticated statistical algorithms automatically 
discover prominent ideas and topics in the 
verbatim. 

 Filter any data by any combination of category or 
attribute. 

 Examine specific data sets for topics you want to 
track and measure. 

Sentiment Detection & Calculation 

 Phrase-Based Categorization accurately identifies 
multiple subjects within feedback. 

 Sentiment detection and analysis with the 
industry’s only statistically-based text analysis 
engine that automatically uses linguistics to 
detect sentiment. 

 Net Sentiment Index calculation determines the 
overall sentiment of any channel, category, or 
attribute value. 

 Categorization of idioms and phrases further 
ensures high accuracy, i.e. “not good” = Negative 
Tone. 

Category Training  

 Highly intuitive machine learning workflow for 
creating categories. 

 Categories and sentiments tuned to your specific 
listening context. 

 Double-check workflow for catching errors in 
human categorization. 

Keyword Categories 

 Create keyword categories for simple 
classification. 

Category Groups 

 Organize categories into department 
groups for organization and reporting. 

Learn By Example (LBE) 

 Upload pre-trained categories using 
existing data from your organization. 

Upload Categories 

 Copy and paste categories between 
channels. 

Historical Update 

 Re-analyze earlier data periods against 
any new category for long term 
trending and before/after analysis. 
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Analyze 

Integrated Multi-Channel Insight Dashboard 

SEM Experience Analytics includes a unified and highly customizable dashboard across all interaction channels. The dashboard 

provides dynamic navigation of metrics and charts: 

 Category and sentiment 
metrics. 

 Trend lines for estimating 
downward or upward slopes 
over time. 

 Mouse-overs and drill down to 
accelerate root cause 
discovery. 

 Adjustable date ranges and 
thresholds. 

 Reports widget with access to 
favorite insight reports. 

 User customizable. 

 Continuous daily refresh. 

Assigned Tasks 

View your open tasks. 

Emerging Topic Alerts 

Automatically identifies and 

reports emerging topics and 

distinct changes in the data. 

Volume 

Trending measure of overall 

activity. 

Dynamic Drill Down 

Advanced verbatim drill down 

screen to navigate, explore and 

analyze customer comments 

across multiple dimensions, 

including volume, sentiment, 

category, source, author, and 

any other attributes. 

 

 

 

Top Categories with 

Sentiment 

Determine and compare the 

topics and sentiment expressed 

in different time periods. 

Top Sites with 

Sentiment 

Highlights the emotional 

tenor of the most 

important venues for 

conversation. 

Live Links 

All data elements have 

live links to the original 

posts for engagement 

and response. 

Overall Sentiment  

Highlights emotional 

tenor across all the 

sources. 

Attribute with 

Sentiment 

Presents the volume and 

sentiment breakout for any 

selected attribute such as 

author location, customer 

ID, demographics. 

Advanced Search 

Search for specific 

comments within 

drilldown view. 
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Insight Explorer 

 

Powerful Tool for Root-cause Analysis 

The Insight Explorer enables business users to systematically explore specific sets of verbatim for meaningful topics, commonly 

used language, and other insights. This powerful workflow tool lets you quickly and intuitively isolate the set of verbatim that 

describes a significant issue or topic underlying a category trend. 

 Full data set creation capabilities including filters for specific dates, sentiment, categories and attributes. 

 Filter data sets allowing creation of targeted exploration sets that enable root cause analysis using clustering technology, word 
clouds, and search tools. 

 Navigate word clusters to recursively refine data sets, 
extract cues and features, and highlight specific 
verbatim. 

 Automatically calculates and displays correlations 
between clusters/verbatim and structured attributes 
like demographics or segmentation. 

 Flag content or export to Excel. 

 Export data sets for print publication. 

Powerful Report Creation and Distribution 

Workflow 

On-demand report creation and distribution allows 

business users flexible access to insight data. 

 Create, save, share, and schedule parametric data 
warehouse reports. 

 Unlimited users and reporting per implementation. 
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Advanced Insight Reports 

On-Demand Data Warehouse Reporting 

 Simple and advanced filtering for deep analysis by source, category, sentiment, customer, and other variables. 

 Provides instant visibility into sentiment by theme, topic, product, service, author, region, source, type, or any other data 
entity tracked by SEM Experience Analytics. 

 Examines how sentiment has changed from a prior period, and how it is trending over time. 

 Enables dynamic navigation and drill down to verbatim comments mapped to sentiment. 

 Drill down to actual scored verbatim. 

 Print, export, schedule, and email. 

Data Export 

 Get access to the categorized and scored verbatim for feeding into your own internal reports.  

 Synchronize SEM Experience Analytics insights with CRM, web analytics and transactional data sources for a comprehensive 
view of customer experience. 
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Act 

SEM Experience Analytics includes a comprehensive suite of methods to operationalize the insights distilled from customer 
listening. 

 

Engagement Workflow 

SEM Experience Analytics’ engagement workflow enables you to intelligently identify, flag, assign, annotate, and route social media 
content and direct-to-company feedback for accurate and timely resolutions. 

 Filter by topic, sentiment, date range, and other criteria. 

 Prioritize and annotate verbatim for efficient collaboration. 

 Route and assign internally through SEM Experience Analytics, or externally to other business units, departments, and 
organizations via email. 

 View and access assigned items from the SEM Experience Analytics dashboard “Assigned Verbatim” widget. 

Advanced Business Rules 

The API out allows you to publish collective metrics from the system, route specific verbatim regarding a topic, author, or other 
attribute to your social media team or engagement application. Advanced business rules let you automatically respond to 
individual comments, feedback or text with acknowledgement, alerts, offers, etc. 

Working hand in hand with the Web Form Builder is a comprehensive Business Rules Engine. You can customize the automated 
response to a web form submission based on the meaning and the sentiment of the customer communication. 

 Using categories and attributes you can redirect web forms and survey submissions. 

 Instantly provide dynamic offers and other engagement actions based on categorized content. 

Robust Web Services Methods 

API out enables publication of charting and graph data outside the SEM Experience Analytics application. These APIs can be used to 
build chart widgets with 3rd party tools, connect to CRM systems or other BI reporting engines. SEM Experience Analytics includes 
web service methods for: 

 Category/Attribute Totals. 

 Category Values by Attribute. 

 Attribute Values by Category. 

 Sentiment Index Score. 

 Sentiment Index Score by Category/Attribute. 


