Text Analytics
Sentiment Scoring

Sentiment scoring – What is the sentiment score?
 Sentiment scoring is the process of
computationally identifying and scoring
customer verbatims to determine
whether the writer's attitude is
positive, negative, or neutral

4.0

Sentiment Score vs Overall Dealer Satisfaction Rating
(Sales & Aftersales surveys n=64,300)
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 Understanding the Sentiment score of
a chunk of text can be extremely
helpful in taking appropriate actions as
well as providing useful ranking and
trending capabilities for unstructured
verbatim comments

-8.0

Example of average sentiment scores vs. Overall Dealer
Scores for an automotive manufacturer. This covers all
verbatim text across all answers in the surveys.
You can see that scores of 4/5 are marginally positive,
with a substantial uplift of sentiment for the 5/5 scores.
Scores of 1 to 3 are significantly negative.

Sentiment scoring – Lexicon processing
▪

▪

During the first stage of Feedback Ferret’s text analytics,
all verbatim text is matched to the Lexicon Categories
Lexicon Categories contain vast numbers of contextual
phrases – every sentence of the client data are matched
to these phrases to assign the relevant Categories to each
sentence

▪

Around 40% of Lexicon Categories positive or negative
Sentiment scores

▪

Every phrase match results in the Sentiment score of that
Category being assigned to that sentence

▪

▪

One sentence may be matched to many Categories,
and therefore Sentiment score accrues across multiple
Category hits
Sentiment scores for individual categories can be set at
different values for individual clients in the Lexicon

An example verbatim comment, showing Category
contextual phrase matches, colour coded for positive,
neutral and negative sentiment scores

“Morgan our salesperson deserves 5 stars. She went above
and beyond our expectations to find the right vehicle for our
family. There was a constant flow of communication from our
initial phone conversation. However, I was surprised that on a
Saturday there was only one finance person working.
Experienced a 3hr wait, longer than I would expect as on
average we purchase a car every year.”

These initial Lexicon Category matches are the building
blocks for the subsequent Topic coding which the
Feedback Ferret text analysis engine applies to the data
for all results reporting
Topic coding is completely independent of the
Category-derived Sentiment scoring

Sentiment scoring – Score calculations
Expanded example
for Verbatim 3

Survey

This survey contains 3 verbatim
questions
There is an Answer-level Sentiment
score for each verbatim
The total Survey Sentiment score
is the net total across all verbatims:-

Verbatim #1: +2
Verbatim #2: -2
Verbatim #3: +1
Total survey Sentiment = +1

Verbatim 1

Verbatim 2

+2

-2

Verbatim 3

“Morgan our salesperson deserves 5 stars. She went above
and beyond our expectations to find the right vehicle for our
family. There was a constant flow of communication from our
initial phone conversation. However, I was surprised that on a
Saturday there was only one finance person working.
Experienced a 3hr wait, longer than I would expect as on
average we purchase a car every year.”

Sentence 1:

Morgan our salesperson deserves 5 stars.

+1

Sentence 2:

She went above and beyond our expectations to
find the right vehicle for our family.

+2

Sentence 3:

There was a constant flow of communication from
our initial phone conversation.

+1

Sentence 4:

However, I was surprised that on a Saturday there
was only one finance person working.

-2

Sentence 5:

Experienced a 3hr wait, longer than I would expect
as on average we purchase a car every year.

-1

Net sentiment score for Verbatim Answer #3:

+4 -3 = +1

Sentiment scoring – Levels of sentiment score
▪

It is useful having the Sentiment score values at the
levels of sentence, answer, and survey

▪

Using the scores, you can rank, average and trend
these scores, for example

▪

Sometimes, it is more useful to have the Sentiment
scores banded into ranges. Feedback Ferret applies
7 standard banding levels, as shown here

▪

Sentiment bands are used in the Ferret Explore
dashboards and can also be exported in results data
files along with the actual Sentiment Scores

Example of spread of
Sentiment Scores for a client

Sentiment scoring – Comparing to Ratings
 Sentiment score can provide considerably more
insight into how customers really view their
experience than traditional survey ratings
 The chart on the right shows how Overall Dealer
Ratings (x-axis: scores 1-5) match with Sentiment
scores (y-axis: values ranging from -55 to +38)
 There is a significant minority of customers who
have given a 4 or 5 rating score for ‘Overall Dealer
Rating’ whose verbatims yield a negative Sentiment
score.
 Sentiment scores give you the power to unearth
true customer feelings and behaviours that go well
beyond the score.
 Drilling through from Sentiment scores to the topics
that are expressed by customers makes it possible to
take rapid action to address these negative issues.

These customers have given a positive rating, but clearly,
they are unhappy about something in their experience with
the dealer
Conversely, a very small minority of very dissatisfied
customers provide a positive verbatim comment
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