
Taking Your CX Program 
from Metrics to Meaning
Going beyond simple scores to get to the 
stories that matter.



Traditionally, CX has only 
focused on Metrics.

And that’s ok, because metrics are important. They essentially 
provide you with a report card of how you are doing.



But Metrics have inherent limitations.

They can only tell you what has happened in the past. Not why it happened, 

what it means, what to do about it, or how to prevent it in the future.

? ?

Past Present Future



At InMoment, we believe that 
stories are the answer because 
of the meaning, or intelligence, 
they provide. 

Intelligence / noun

Feedback from and about the customer, employee, and market that helps 

businesses understand and identify which actions they should take based 

on what creates a meaningful experience that will also positively impact 

the bottom line.



And this philosophy drives our technology, innovation, and 
approach to experience.  



InMoment’s 
Experience Success 
Methodology 
We’ve developed the world’s most effective 

experience methodology for driving real business 

results and moving your CX program from metrics  

to meaning. 

Step 1. Listen

Step 2. Understand

Step 3. Improve

Step 4. Monetize



Listen
Going from metrics to meaning starts with listening to the 
stories customers tell in their feedback. For real meaning, 
you need to listen to customers in more ways and more 
places to gather richer and more accurate data.
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Customer

Collection

Competitors InMoment

The service wasn’t great.
The service wasn’t great. The 

Agent I talked to was super 

friendly, but I was on hold 

forever. And When I finally did 

get to an angent, they couldn’t 

fix my problem.

DETAIL
STRENGTH

Insights

Action

Customer service needs 
improvement

6/10 6/10

Customer service needs 
improvement

Commend agent for 
postitive attitude

Hold times
too long

Need additional 
agent training

What about the service wasnt great?

Get More of the 
Story (and More 
of the Meaning)
When it comes to listening to your customers, 

there really is no competition. Other VoC 

vendors provide unstructured data from 

traditional comment boxes and an occasional 

third-party data source.

InMoment helps you listen to your customers 

in more places and in more ways—including 

Active Listening, voice, video, image, social 

third-party data, and much more—so you get 

better data across the board. 

With better data going in, you get better 

intelligence coming out. 



Active Listening
InMoment clients using Active Listening get up to 30% richer comments 

that can help inform all levels of their organization.

MEANING CONTRIBUTION 
Active Listening encourages customers to share richer stories—without 

interrogating them. By letting your customers know that you’re really 

listening, you’ll get better data and make the feedback process a positive 

and memorable experience of its own.

Active Listening Suite received a Gold Stevie Award® at the 13th 
Annual Amerivan Business Awards



Multimedia Feedback
Engaging customers in their preferred way—whether through video, image, 

voice, or through traditional web surveys—leads to more meaningful 

conversations and more detailed stories, allowing you to understand exactly 

what you’re doing well and what needs improve ment. 

For instance, video feedback provides 4-5 times richer feedback than 

a standard open-ended comment, while capturing the emotion of an 

experience. Voice comments enable longer, richer comments. Image upload 

actually shows you what success and failure look like to the customer. By 

leveraging each collection method, you can listen to customers the way 

they want to be heard.

MEANING CONTRIBUTION 
Stories aren’t all about the numbers. Multimedia feedback provides 

additional context in the form of emotion so you understand the full 

breadth and depth of a customer’s experience.



Voice of Employee
Get a different view of the customer experience by 

including the voice of your employees. Giving your 

employees a voice not only has a positive impact on 

your staff but also improves the efficiency of your 

business and quality of the customer experience.

Unlike traditional employee engagement, VoE 

programs offer a variety of different ways to 

listen to and collect data from your employees. 

Understanding these options and choosing the right 

combination can be a powerful factor in determining 

the success of your program.

66% of CX professionals believe employees are the top source of 
actionable insights about the customer experience.  
 
CUSTOMERTHINK, 2015



Integrations
Your organization uses a myriad 

of sources and vendors to collect, 

analyze, and act upon experience 

data. Leveraging integrations between 

vendors and solutions can bring you 

the clarity you’re searching for, but it 

can be difficult if these solutions and 

the insights they provide are siloed. 

That’s why we enable users to view 

existing partnerships all within the XI 

platform and then choose to connect 

to plug-and-play integrations. 



Digital Intercept
Gain a better understanding of your customer experience by 

gathering feedback at each stage of the online experience, from 

online browsing, to pre-purchase, purchase, order fulfillment, 

delivery, and order completion. 

Digital Intercept’s advanced trigger methods allow you to determine 

which customers are surveyed based on specific criteria. Struggling 

in a specific region? Target users from that region and find out why. 

Or maybe a user has been on one page for an extended period of 

time; ask them if they need help with anything.



SEO Not all surveys are created equal, and if you’ve captured a customer’s attention and time, you should ensure 

you’re making the most out of it. Learn how your surveys stack up against industry averages and where 

they could use improvement. With Survey Experience Optimization (SEO), InMoment’s data sciences team 

provides a thorough examination of a current running survey experience and its effectiveness. 

SEO works across all industries and feedback programs, including employee feedback, and provides a 

detailed analysis of where your brand can improve the survey experience to yield better and richer insights.



Employee Engagement
Getting employees to give you their honest feedback can be difficult. 

Concerns about privacy and professional repercussions can make 

employees reluctant to share their stories, while long, laborious 

surveys deter employees from completing them. If you do manage 

to collect those stories, connecting employee feedback to the rest 

of your customer experience data—and showing how their symbiotic 

relationship can positively impact your business—can be difficult.

Our employee feedback solutions offer a variety of feedback options 

from periodic queries, to real-time check-ins, to moment-of-truth 

listening points throughout the employee journey—ensuring a 

comprehensive and ongoing understanding of their experience. 



Market Surveys
Making data-driven decisions is a must, 

but there are some questions your existing 

customer data may not be able to answer. 

Maybe you’re looking to find out what your 

customers thought of a recent promotion you 

ran, or you want to gauge interest in a new 

location. Our market surveys empower you to 

quickly create and distribute ad-hoc surveys 

that provide those answers on-the-fly.



Understand
Next, you have to understand who your customers are and 
what they’re trying to say so you can identify and prioritize 
actionable insights.
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The service wasn’t great.

Customer service needs 
improvement

6/10 6/10

The service wasn’t great. The Agent I 

talked to was super friendly, but I was on 

hold forever. And When I finally did get to 

an angent, they couldn’t fix my problem.

Collection

Text Analytics

Predictive
Analytics

Anomaly
Detection

Insights

Diagnostic
Analytics57 57

Competitors InMoment

Dirty
(53)

Dressing 
Room

Hot
(33)

AC
(23)

Sta�

Mean
(32)

Smile
(11)

Mad
(15)

Greet
(14)

Service

Rack
(14)

Floor
(11)

The service wasn’t great. The Agent I 

talked to was super friendly, but I was 

on hold forever. And When I finally did get 

to an angent, they couldn’t fix my 

problem.

The service wasn’t great.

80%

$1,458

Likelihood to Defect

Revenue at Risk

Customer service needs 
improvement

Commend agent for 
postitive attitude

Hold times
too long

Need additional 
agent training

Take Analytics 
to the Next 
Level
All VoC vendors provide diagnostic 

analytics. Most provide some level of 

text analytics.

InMoment goes beyond that to provide 

predictive analytics and anomaly 

detection so you understand what 

customers are going to do before they 

do it, and get the answers to questions 

you didn’t know how to ask.



When I placed my order the Cashier did not say 

hello, thank you or anything. When my food was 

ready she put the tray on the counter and said 

nothing. I was not sure if this was my order as 

there was 2 other customers also waiting on 

their food. I said thank you expecting she would 

say something, but she said not a word. I decid-

ed to just check the food and see if it was mine. 

It was and again I said thank you very nicely. 

Again she said not a word. To me this is incredi-

bly rude not to say much as acknowledge the 

customer or even say - here is your food.

When I placed my order the Cashier did not say 

hello, thank you or anything. When my food was 

ready she put the tray on the counter and said 

nothing. I was not sure if this was my order as 

there was 2 other customers also waiting on 

their food. I said thank you expecting she would 

say something, but she said not a word. I decid-

ed to just check the food and see if it was mine. 

It was and again I said thank you very nicely. 

Again she said not a word. To me this is incredi-

bly rude not to say much as acknowledge the 

customer or even say - here is your food.

Competitor InMoment

80% ACCURACY 85% ACCURACY 90%+ ACCURACY

Stories that aren’t accurate are just fairy tales.

Basic Model Industry-Plus Model Custom Model



Predictive Analytics

MEANING CONTRIBUTION 
Our predictive modeling provides insights about your customers’ 

future behavior. These insights are based on the patterns found in 

your actual customer data, ensuring the highest level of accuracy 

possible. We then identify trends and patterns to forecast risks 

and opportunities, including churn/attrition, revenue, customer 

segments, likelihood to return/recommend, and much more.

"By applying predictive analytics to the Voice of 
Customer (VoC) feedback InMoment gathers for us, 
as well as structured customer attribute data, we 
have been able to consistently predict with about 
80 percent accuracy whether a customer is likely 
to become a repeat customer."

MAURICES



Panel 
Access market data outside of 

customer experience with access to 

our live community. Sample groups 

where you can choose what type 

of customers you want to hear 

from. With both buyer and non-

buyer sample groups, you have the 

flexibility and resources to start 

getting valuable insights instantly.



Experience 
Benchmark
Analyze unstructured data from 

sources such as Yelp and other 

review sites, social, and surveys to 

show you where you rank against 

your top competitors in near real-

time. Our benchmarking solution 

empowers you to slice and dice 

data by geography, brand, channel, 

and more.



Anomaly Detection 
and Impact Analysis
Our anomaly detection and impact analysis solution 

proactively monitors feedback to alert you if customers 

are speaking about a particular topic in a significant way, 

shows the impact of that topic on your main scoring 

metric, and prioritizes actions.

MEANING CONTRIBUTION 
When you are able to understand the impact certain 

anomalies are having on your business, you are able 

to better prioritize the issues that require immediate 

action and solve the problems that matter most. 



Explore
InMoment’s Explore provides a quick and easy way to search through all 

comments, including web or voice surveys, social comments or reviews, photos 

or videos for specific topics—products, employee names, phrases, competitor 

mentions, etc.—that are relevant to your business at any given time.

"As an analyst, I understand the deep intelligence that can be 
found inside unstructured customer data. The challenge has 
always been knowing where and when to look. InMoment’s 
Explore gives both analysts and business users at Cabela’s the 
ability to listen in to what customers are saying about literally 
any topic – from satisfaction drivers, to marketing campaigns, to 
the competition – without asking a single additional question. 
This real-time intelligence drives significantly more timely and 
impactful action for stakeholders across the company."

CABEL A'S



Improve
After listening and understanding comes action. Share 
the right information with the right people across your 
organization so they can execute positive changes in both 
process and behavior.
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Action

Insight

Stakeholders

Human ResourcesFinance

Operations

Frontline Employee

General Manager

Regional Manager

Competitors InMoment

Marketing

Procurement

Legal

Go Beyond 
Operational 
Insights
We all know how the saying goes, but we like to say 

“A little more conversation means even more action!” 

Why? To take informed action, you need to start the 

conversation by getting insights. 

Getting insights up and down the operational chain 

is easy—that’s why our competitors stick to that 

level of sharing. However, getting insights across 

the organization—whether they’re in marketing, HR, 

operations, or on the frontline—is harder.

At InMoment, we specialize in presenting insights 

in a single, easy to understand and act upon 

view, that make it easy for every person in your 

organization to take that ever-critical final step to 

finish the story: action. 



A/B Testing
Track, monitor, and understand the impact of 

specific issues and actions on your customers’ 

satisfaction. Customize the issues you want to watch 

and compare how your locations are performing.



Coach the  
Front Line
Our Coaching solution helps your managers understand top 

strengths and opportunities in order to coach employees; 

provides automated recommendations on ways to improve, 

and action planning for employees.

MEANING CONTRIBUTION 
Your frontline employees can have the greatest 

impact on your customer experience. But to do that, 

they need insights and recommendations tailored 

for them. Coach gives them the data they need to 

complete the story.



Monetize
When you do the work to take your CX program 
from metrics to meaning, you can cash in on your 
efforts—literally. 
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MEANING CONTRIBUTION 
With the right case management tool, you’re not just 

recovering customers and employees, you’re recovering 

revenue. For example, InMoment helps America’s largest 

cable and home internet provider to recover $23 million 

in annual revenue by rescuing at-risk customers. 

Case Management
InMoment’s case management solution gives you 

control over the entire lifecycle of CX issues. It also 

incorporates valuable information from your front-line 

employees, offering a new perspective on customer 

experiences. This new outlook can help you uncover 

trends and more in-depth information that can help 

drive a better experience. It also empowers time-

pressed location managers to manage, track, prioritize, 

and resolve customer experience cases, communicate 

with customers, and get insights on where additional 

coaching is needed.



Social Sharing and  
Social Connect
Conclude a feedback experience by inviting customers to share their 

personal experiences with your brand on their Twitter or Facebook 

page. Or invite them to connect with you on social media, giving 

them another way to interact with your brand. 

MEANING CONTRIBUTION 
Customers who interact with your brand on social media are 

advocates for your brand. They share your products and services with 

friends, talk about their great experiences with your brand, and bring 

in new customers. Additionally, they let you know what elements of 

your customer experience are working to create loyalty. Simply put, 

brand advocates are good for your business. 



Professional 
Services
We know that navigating the world of customer 

experience can be challenging for organizations, and 

not all are equipped with the internal expertise they 

need to get as far as they would like quickly. 

That’s why we created a professional services 

team, which can be hired to support your programs 

and initiatives, enabling you to benefit from a 

broad spectrum of data analysis and expertise 

without having to employ a full-time analyst. Our 

professional services team provides the day-to-day 

services required to create and maintain a successful 

CX program.



“Our dedicated [InMoment] client service team 
partners with us to design programs tailored 
to fit our strategic initiatives and guides us 
through the execution process step-by-step. 
We use InMoment as an example throughout 
our organization of an invaluable global part-
ner relationship that goes beyond what we 
would expect from a vendor.”
NIKE



Data Sciences 
At InMoment, we look at data differently. We understand that 

experience data lives in every part of your business, and it doesn’t 

just exist in one format or come from one source. We take the 

unique approach of storing data in its original form, which 

maximises the quality and relevance of the insights you receive. 

In addition, data science plays a role in every step of the 

feedback process, supporting more intelligent conversations and 

interactions, and enabling us to extract more meaning from your 

existing data. 

We believe that technology should always be built on a flexible, 

scalable architecture that will enable everyone to get their job 

done effectively. We’ve built the XI Platform to ensure no matter 

what your role, you get the relevant insights you need to help you 

get the job done.



Every Experience 
Matters 

At InMoment, we are the only vendor with the technology to uncover 

the stories your customers are telling. With better stories, you can go 

beyond simple, static metrics and get the valuable meaning that drives 

action, creates better relationships, and powers business results.



Copyright © 2019, InMoment, Inc. |  19-06-26

About InMoment 
 

InMoment™ is the leader in Experience Intelligence (XI), transforming metrics into meaning to drive high-value 

business decisions and relationships with both customers and employees. The company’s cloud-native XI 

Platform is engineered with data science at the core, and specifically architected to harness intelligence from 

across the entire experience ecosystem to deliver clear business value. The platform features three clouds that 

all work seamlessly together to give companies a comprehensive understanding of the most important factors 

impacting their bottom lines, including: Customer Experience (CX) Cloud, Employee Experience (EX) Cloud, and 

Market Experience (MX) Cloud.  InMoment’s approach of providing strategic technical, best practice and thought 

leadership support ensures that our nearly 500 brands across 95 countries realize maximum business impact.

For more information, visit www.inmoment.com

Contact Us 
 
sales@inmoment.com | 1-800-530-4251


