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1. 	How did Whirlpool use capabilities of text analytics to better understand their customers and improve product offerings?

Whirlpool uses Attensity products for deep text analytics of their multi-channel customer data, which includes e-mails, CRM notes, repair notes, warranty data, and social media. The company uses text analytics solutions every day to get to the root cause of product issues and receive alerts on emerging issues. Users of Attensity’s analytics products at Whirlpool include product/ service managers,  corporate/product safety staff, consumer advocates, service quality staff, innovation managers, the Category Insights team, and all of Whirlpool’s manufacturing divisions (across five countries).

2.	What were the challenges, the proposed solution, and the obtained results?

Customer satisfaction and feedback are at the center of how Whirlpool drives its overarching business strategy, so gaining insight into customer satisfaction and product feedback is paramount. Whirlpool needed to more effectively understand and react to customer and product feedback data, originating from blogs, e-mails, reviews, forums, repair notes, and other data sources. Managers needed to report on longitudinal data, and be able to compare issues by brand over time. The solution was to use Attensity’s Text Analytics application. This enabled the company to more proactively identify and mitigate quality issues before issues escalated and claims were filed. Since then, Whirlpool has also been able to avoid recalls, which increased customer loyalty and reduced costs (realizing 80% savings on their costs of recalls due to early detection).

