
Proof of Concept 

Feedback Ferret Ltd, Crosby House, Meadowbank, Furlong Road, Bourne End, Buckinghamshire SL8 5AJ United Kingdom  
T 01628 681 088    E info@feedbackferret.com    W www.feedbackferret.com 

Registered Office: 22 Wycombe End, Beaconsfield, HP9 1NB.  Registered in England No.2065100.  VAT No. 442 5116 78.  
Feedback Ferret® and the Feedback Ferret logo are Registered Trademarks of Feedback Ferret Ltd 

 

Text Analytics Proof of Concept Framework 

 

Feedback Ferret is able to offer a Proof of Concept (PoC) to potential clients, with two main objectives: 

1. to give you the confidence in Feedback Ferret text analytics capabilities. 

2. to give you the means to promote Feedback Ferret within your organisation as the right solution to 
deliver the necessary insight throughout your business to improve customer experience.  

 

1 SUMMARY 

We can transform your customer feedback comments into clear, easy to interpret analytics - "insight on a 
plate" - which can be used to aid both strategic and operational changes within your business.  

2 BEFORE WE START 

 We need to have a mutual non-disclosure agreement (MNDA) in place to ensure confidentiality on 
both sides – we will provide our standard document for this purpose, but we are happy to review 
your own version if that is preferred; 

 We need to have prepared an outline budget for a potential roll-out project, so that we are both 
comfortable with the potential costs of a live project, on the basis that the PoC achieves its goals 
and you wish to go ahead with the roll-out; 

 We need to manually review some examples of your feedback comments to ensure that the 
verbatim feedback is suitable ‘Ferret Food’ for analysis. It will also be useful for us to have a copy of 
the original survey to provide context to the responses. 

 

3 SUCCESS CRITERIA 

Before any PoC is initiated, we will jointly define the criteria for success. This ensures that both parties 
understand the specific aims of the PoC and to ensure expectations of the PoC are managed.  

Examples of success criteria are:  

 Feedback Ferret is able to prove that the text analytics yields useful insight into your customer 
feedback that is otherwise difficult to extract; 

 The source data itself is useful: the quality of the data affects the quality of the text analysis results, 
so a PoC is a useful way for both you and Feedback Ferret to understand the viability of using the 
currently available data for analysis. 

4 DATA 

The PoC will analyse a single snapshot of your existing feedback data; we require between 3,000-5000 
historic records. 

Data must be sent to us in CSV format, encoded in a UTF-8 character set. 
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Data can be sent to Feedback Ferret via email attachment providing no PII data is included, in compliance 
with GDPR restrictions.  

The data must contain the following fields:- 

 Date of the feedback  

 1x verbatim comment 

 1x rating metric (optional) 

 2x additional metadata items (optional) 

5 TEXT ANALYTICS  

We will carry out text analysis on the verbatim comments using standard Feedback Ferret topic sets that 
most closely match your subject matter and industry sector. These topic sets cover extensive ranges of 
subject matter across the customer experience for specific industries.  

We will discuss the most suitable topic set(s) with you before starting the PoC. In addition to these standard 
topics, we will also create up to 10 custom topics that are required for your specific requirements.  

 

6 RESULTS REPORTING  

You will receive a short presentation summary of the findings which will be a mix of narrative and graphs. 
This will include average ratings score, topics that drive ratings, topic trends, sentiment score, top 10 
positive and negative topics, sample comments within key topics. 

You will have 1 login to the Ferret Explore dashboard for 4 weeks. Feedback Ferret will provide user training 
and user guide documentation.   

 

7 TIMINGS 

As PoCs are free of charge, they are scheduled to fit in with our existing client workloads. On average a POC 
takes 4 weeks from receipt of data. Note this can take up to 6 weeks during busier periods.  
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1. Definitions 

“Contract” the contract for Feedback Ferret to supply the Services to the 
Customer subject to this POC Agreement 

“Customer” the customer specified in the Proposal or to whom Feedback 
Ferret supplies the Services 

“Deliverables” any output produced by the FF Platform or otherwise to 
be provided for the Customer by Feedback Ferret as part of the Services 

“Feedback Ferret” Feedback Ferret Ltd. (registered in England & Wales no. 
2065100) of Crosby House, Meadowbank, Furlong Road, Bourne End, 
Buckinghamshire SL8 5AJ 

“FF Platform” a web-based management platform for customer feedback 
data analysis, which includes the services of feedback gathering, analysis and 
web-based dashboard reporting known as Feedback Ferret® 

"POC Agreement" the terms and conditions set out in this Agreement 

“Professional Services” any services supplied by agreement between the 
parties in addition to the Subscription Services as set out in the Proposal 

“Proposal” Feedback Ferret’s estimate, statement of work or other 
response to a request from the Customer for a proposal in respect of the 
Services 

“Services” the services to be supplied by Feedback Ferret to the Customer 
as set out in the Proposal, which may include Professional Services and/or 
Subscription Services 

“Subscription Services” the subscriptions for Services to be provided by 
Feedback Ferret to the Customer by means of the FF Platform as set out 
in the Proposal 

2. When These Terms Apply 

2.1 The POC Agreement governs all contracts between Feedback Ferret 
and the Customer, except where a formal Master Service 
Agreement has been agreed. 

Proposals are valid for 90 days unless otherwise stated but are not 
offers of a contract.  The Customer’s purchase order is an offer and 
the Contract is made on Feedback Ferret’s acceptance of the 
purchase order.  No inconsistent terms and conditions put forward 
by the Customer will apply to the Contract. 

3. Subscription Services 

3.1 Where Subscription Services are purchased, Feedback Ferret 
authorises the Customer to access the FF Platform on a non-
exclusive, non-transferable subscription-only basis via Feedback 
Ferret’s website portal for the sole purpose of obtaining feedback 
analysis and reports from the FF Platform through the use of 
assigned log-ins from Feedback Ferret. 

3.2 The Customer is responsible for providing its own hardware and 
high speed internet connection to access the FF Platform and for 
any loss of connectivity not due to faults in the FF Platform. The 
provision of any software, hardware or other consumable from 
Feedback Ferret is subject to extra fees and will be agreed by the 
parties in a separate purchase order. 

3.3 Feedback Ferret may upgrade, change and/or discontinue the 
available Subscription Services and modify the form of the FF 
Platform at its discretion. 

3.4 Feedback Ferret grants the Customer a worldwide, non-exclusive, 
non-transferable royalty-free licence to copy the Deliverables, for 
the purposes of receiving and using the Services and for its own 
internal use only. 

3.5 The Customer warrants that it has the rights to the information and 
data it uploads to the FF Platform. 

3.6 The Customer accepts that the performance and results of the FF 
Platform depend upon the quality of the Customer’s data and the 
way the Subscription Services are used by the Customer. 

4. Professional Services 

4.1 Where Professional Services are purchased, Feedback Ferret will 
provide the Professional Services and Deliverables in accordance 
with the Proposal, subject as necessary to comply with laws.  Any 
changes or extra work required by the Client must be agreed in 
writing by Feedback Ferret and may cost extra. 

4.2 Deliverables consisting of customisation and configuration of the FF 
Platform shall, to the extent they do not constitute Generic 
Technology as per 10.4 below, be accessed exclusively by the 
Customer as part of the Subscription Services. 

4.3 Any delivery dates or timetables stated in the Proposal are 
estimates only.  Time is not of the essence of the Contract. 

5. Use of the Services 

5.1 At all times in its use of the Services the Customer shall: 

5.1.1 provide all documents and information to Feedback Ferret and 
upload all data to the FF Platform in the manner and format as is 
reasonably requested by Feedback Ferret. The Customer shall 
ensure that the data it provides to Feedback Ferret does not 
contain any personal information unless required in order for 
Feedback Ferret to perform the Services and then the Customer 
shall supply such personal data in a secure manner via SFTP in 
accordance with Feedback Ferret's instructions; 

5.1.2 ensure that all the equipment it uses in relation to the Services is 
in good working order, free from viruses or other problems and 
suitable for the purposes for which it is used; 

5.1.3 obtain all necessary licences and consents and comply with all 
relevant legislation as required to enable Feedback Ferret to 
provide the Services; and 

5.1.4 use and access the FF Platform and Services only as contemplated 
in this Contract and in accordance with any applicable laws, 
regulations and guidelines in all relevant jurisdictions, and shall not 
do anything to interfere with or disrupt the FF Platform. 

6. Term & Termination 

6.1 The Contract shall remain in force for the period set out in the 
Proposal. 

6.2 Feedback Ferret may terminate the Contract by giving 14 days' 
written notice to the Customer. 

6.3 Upon termination of this Contract for any reason, the Services shall 
terminate automatically and the Customer shall immediately pay to 
Feedback Ferret all outstanding unpaid invoices. 

6.4 Upon termination of this Contract, Feedback Ferret agrees to 
destroy all of the Customer's information within a reasonable time 
after receiving the Customer's written request to do so, except for 
such data that the Customer requests be provided to it on payment 
of a fee to be agreed between the parties. It is expected that in the 
event that the Customer enters into an ongoing agreement with 
Feedback Ferret for the provision of services under a Master 
Services Agreement, that the Customer will not request such 
information to be destroyed. 

6.5 Clauses 9 and 12 of the Contract as well as any accrued payment 
obligations, shall survive the expiration or termination of the 
Contract for any reason and termination or expiry of the Contract 
shall not affect any rights, remedies, obligations or liabilities of the 
parties that have accrued up to the date of termination or expiry. 

7. Warranties 

7.1 Feedback Ferret shall provide the Professional Services with 
reasonable skill and care to the standards generally accepted within 
the industry. 
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7.2 The Subscription Services are supplied on an “as is” basis.  Feedback 
Ferret does not warrant that the FF Platform and Subscription 
Services are fit for any particular purpose, that their functionality 
will meet the Customer’s requirements, that it will be error-free, 
that any errors will necessarily be corrected within any given time 
or that the FF Platform will operate without interruption from time 
to time (support and maintenance being included in the 
Subscription Services on the above basis). 

7.3 Feedback Ferret makes no warranties, representations, or promises 
in respect of Customer-supplied data and information or in relation 
to the Services.  All surveys, forecasts and recommendations in any 
Proposal are made in good faith and on the basis of the information 
before Feedback Ferret at the time but, except in the case of fraud, 
no statement in any Proposal is a representation, undertaking, 
warranty or contractual condition on the part of Feedback Ferret. 

7.4 Any other terms, conditions, warranties and/or representations on 
the part of Feedback Ferret in respect of the FF Platform and/or 
Services that are not expressly stated in the Contract, including (but 
not limited to) those implied by statute or common law, are 
excluded to the maximum extent permitted by law. 

8. Fees 

8.1 The Customer agrees to pay the prices for the Services stated in the 
Proposal together with VAT if applicable.  All prices are stated 
exclusive of VAT. 

8.2 All invoices are payable within 30 days of their date, failing which 
Feedback Ferret may suspend the provision of further Services 
and/or charge interest for late payment at the statutory rate which 
shall accrue at 8% per year above the Bank of England reference rate 
in force on the date the debt becomes overdue and at any 
subsequent rate in accordance with the UK Late Payment of 
Commercial Debts (Interest) Act 1998. 

8.3 All sums payable to Feedback Ferret under the Contract shall be paid 
in full by the Customer without any set-off or deduction. 

9. Confidentiality and Data Protection 

Both parties shall comply with their respective obligations in 
relation to all confidential information connected with this Contract 
and all data protection legislation applicable in accordance with any 
Non-Disclosure Agreement and Data Processing Agreement entered 
into by both the parties.  

10. Intellectual Property 

10.1 For the purposes of the Contract "IP Rights" shall mean all intellectual 
property rights of any kind existing anywhere in the world whether or 
not registered and all applications, renewals and extensions of such 
rights including copyright, moral rights, database rights, rights in 
computer software, design rights, patents, rights to inventions, trade 
marks, trade names and other rights in goodwill, domain names and 
other confidential information. 

10.2 The Customer acknowledges that Feedback Ferret owns all IP Rights 
in the FF Platform and the Deliverables. 

10.3 The Customer shall not, and shall not attempt to: 

10.3.1 use any of Feedback Ferret's trade names, trademarks, logos, 
domain names or other distinctive brand features, or remove, 
obscure, or alter any proprietary rights notices which may be 
displayed upon or contained within the FF Platform or the 
content of the Services; 

10.3.2 sell, resell, assign, license, transfer, lease, rent, encumber, time-
share, trade or distribute any aspect of the FF Platform or the 
Services, including but not limited to the Deliverables, which are 
for the Customer’s internal use only; 

10.3.3 make any use whatsoever at any time of Feedback Ferret’s 
confidential information or IP rights for purposes of improving the 
functionality of any other computer programs, databases, 
algorithms, or other technology; 

 

10.3.4 reproduce, duplicate, copy, manufacture, adopt, translate, 
localise, port or otherwise modify or create any derivative work 
of the FF Platform, the Services, the Deliverables or any related 
documentation, or grant anyone the right to engage in the same 
or similar conduct; or 

10.3.5 copy or reverse engineer, decompile, disassemble, reverse 
assemble or attempt to derive source code the composition or 
underlying information, structure, organisation or ideas of the 
software that is used in the FF Platform or the Services other than 
as may be allowed by applicable law. 

10.4 Any modules, codes, tools, concepts, techniques, inventions, 
discoveries or improvements developed by Feedback Ferret  in the 
course of providing the Services constitute "Generic Technology", 
the IP Rights in which shall belong to Feedback Ferret and do not 
form part of the Deliverables. Feedback Ferret may use Generic 
Technology in other work developed for different purposes. 

10.5 Feedback Ferret reserves all rights, title and interest in any 
information created by Feedback Ferret which existed before 
Feedback Ferret started work for the Customer or which is Generic 
Technology. 

10.6 Any IP Rights in Customer-specific data and content uploaded to, 
created, resulting from or generated by the FF Platform and the 
Subscription Services shall belong to the Customer. 

10.7 The Customer grants Feedback Ferret a fully paid-up, royalty-free, 
non-transferable licence to copy and modify all customer materials 
provided to Feedback Ferret by the Customer for the duration of the 
Contract for the purposes of providing the Services to the Customer. 

10.8 At the request of Feedback Ferret, the Customer shall promptly do 
or procure such further acts as Feedback Ferret shall reasonably 
require in order to confirm Feedback Ferret's IP Rights. 

11. Compensation for Poaching Employees 

During the Contract and for 1 year after its termination (for any reason), 
the Customer shall not, and shall procure that nobody associated with it 
shall, offer employment to any of Feedback Ferret’s consultants or 
employees involved in providing the Services during the previous 12 
months, unless the Customer pays to Feedback Ferret by way of pre-
agreed compensation an amount equal to the annual salary of the 
consultant or employee concerned, current on the date on which that 
consultant or employee ceases to work for Feedback Ferret and payable 
on that date. 

12. Limitation of Liability 

12.1 The liability of Feedback Ferret, its employees, agents and sub-
contractors for breach of contract, misrepresentation and/or in tort 
is limited as follows.  Liability for death or personal injury due to 
negligence, for fraud or for fraudulent misrepresentation is not 
limited. 

12.2 Feedback Ferret shall not be liable for any loss of profits, loss of 
sales, business, agreements or goodwill, loss of anticipated savings, 
loss of goods, loss of use, loss or corruption of software, data or 
information or any special, indirect, consequential or pure 
economic loss, costs, damages, charges or expenses.  The Customer 
is responsible for backing up its own data and should not rely on the 
FF Platform to do so. 

12.3 Feedback Ferret's total aggregate liability for any claim or series of 
claims shall be limited to the amount actually paid by the Customer 
to Feedback Ferret under the Contract in the 12 months before the 
date on which the claims first arose. 

13. Miscellaneous 

13.1 The Proposal and this POC Agreement together with the Data 
Processing Agreement and Non-Disclosure agreement signed by the 
parties constitute the entire agreement between the parties 
relating to its subject matter, and supersede any previous 
agreement between the parties relating to that matter. 

13.2 Feedback Ferret shall not be obliged to provide Services were 
prevented from doing so by circumstances outside its control. 



Page 3 of 3 

13.3 Each party shall comply with all applicable laws relating to anti-
bribery and anti-corruption including but not limited to the Bribery 
Act 2010 and all applicable anti-slavery and human trafficking laws 
from time to time in force including the Modern Slavery Act 2015. 

13.4 The Customer may not assign, sub-contract or deal in any other 
manner with its rights or obligations under the Contract. Feedback 
Ferret may assign, sub-contract and deal in any other manner with 
any of its rights or obligations under the Contract. 

13.5 Nothing in the POC Agreement shall be deemed to establish any 
partnership or joint venture between the parties or constitute any 
party the agent of another party. Each party confirms it is acting on 
its own behalf and not for the benefit of any other person. 

13.6 Invalid, unenforceable or illegal provisions of the Contract may be 
severed so as to give effect to the rest so far as possible. 

13.7 If there is any inconsistency between the provisions of the POC 
Agreement and those of any Proposal, the provisions of the POC 
Agreement shall prevail. 

13.8 The Contract may only be varied in writing under the signature of all 
the parties or their authorised representatives. 

13.9 Notices must be given in writing and must be served by post or 
delivered by hand or international courier service. 

13.10 Delay in enforcing rights is not a waiver of those rights. A waiver of 
a right is only effective if given in writing and is not a waiver of any 
further right. 

13.11 No announcement of any kind may be made in respect of the 
subject matter of the Contract unless specifically agreed by the 
parties both as to the timing and the contents of the 
announcement. 

13.12 A person who is not a party to the Contract may not enforce any of 
its terms under the Contracts (Rights of Third Parties) Act 1999. 

13.13 The Contract is governed by and is to be construed in accordance 
with English law and the English courts have exclusive jurisdiction 
over any legal proceedings arising in connection with the Contract. 

© Feedback Ferret Ltd., 2018 
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