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Furniture & Text Analytics

Our Solution

Insightful Findings

A well-established furniture retailer was experiencing inconsistent customer satisfaction 
scores and sought to understand the underlying issues to improve its service. Although 
the in-store experience received high praise, anecdotal feedback suggested that delivery 
services might not be meeting customer expectations. The client needed a detailed 
analysis of customer sentiments, specifically from Yelp reviews, to identify precise areas 
for improvement.

	� Data Collection: We gathered a large 
dataset of Yelp reviews for all the 
client’s store locations.

	� Sentiment Analysis: Using advanced 
natural language processing (NLP) 
techniques, we classified the reviews 
into positive, neutral, and negative 
sentiments.

	� Text Analysis: We conducted a 
detailed text analysis to extract 
common themes and terms 
associated with negative and 
positive reviews.

	� Comparative Analysis: We 
compared sentiments and themes 
between different aspects of 
the business, such as in-store 

Our team proposed a comprehensive sentiment and text analysis of the client’s Yelp 
reviews to gauge customer sentiment more accurately and identify specific pain points. 
The project involved several key phases:

The analysis revealed a clear dichotomy in customer experiences:

experiences versus delivery services.

	� In-Store Experience: Customers 
frequently praised the in-store service, 
mentioning helpful staff, enjoyable 
shopping environments, and a wide 
selection of products.

	� Delivery Service: Delivery services 
were often criticized, with common 
complaints about delayed 
deliveries, damaged items, and poor 
communication.

	� These insights were visualized through 
a series of dashboards that presented 
real-time sentiment scores and 
themes, allowing the client to monitor 
improvements or emerging issues 
continuously.
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Strategic Improvements

Outcome and Benefits

Armed with specific insights, the 
client was able to implement 
targeted improvements:

Following the implementation 
of these strategies, the retailer 
observed significant improvements:

	� Enhanced Training for Delivery 
Teams: Focused on customer 
service skills and handling 
procedures to prevent damage.

	� Upgraded Delivery Tracking 
Systems: Introduced better 
technology to provide real-time 
updates and communication 
to customers regarding their 
delivery status.

	� Policy Adjustments: Updated 
policies to ensure quicker 
resolution of delivery-related 
issues, such as damages or 
delays.

	� Increased Positive Reviews: 
There was a noticeable increase 
in positive mentions related 
to delivery services within six 
months.

	� Higher Overall Customer 
Satisfaction: Improved delivery 
services complemented the 
already positive in-store 
experiences, leading to higher 
overall customer satisfaction 
scores.

	� Business Growth: Enhanced 
reputation and customer 
satisfaction contributed to 
increased repeat business and 
higher overall sales.


