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Our analysis of 20,000 customer reviews of a popular electronics 
brand on social media and onlineshopping sites revealed that while 
the brand may get a large proportion of positive strokes they do not 
create any emotional “connect” with their customers. Therefore the 
brand is subject to intense competitive technical comparisons. 

The brand should build on its reputation for a good product but begin 
to develop strategies for brand loyalty and use improved sense of 
emotional connections to achieve this.  

Introduction 
 

We picked a popular electronic speaker to help test our technology. The 
speakers are frequently searched for and sold on Amazon. Customers offer 
thousands of reviews as feedback. Making sense of these reviews is a labour 
intensive challenge as the qualitative responses can be unstructured and  
analysis prone to human error and bias. However, being able to gain in-
depth feedback analysis can deliver real value to brand owners to gain 
actionable insights. 

 

Aims 
 

Citispotter used AI to analyze 20,000 reviews to find answers to the 
following questions: 

• Are reviews mostly positive, negative or neutral? 

• Do reviews contain any abusive language? 

• What is the general sentiment of buyers? 

• What is the underlying emotion that reviewers display? 

• What are the key themes that customers talk about in their reviews, and 
what themes can be considered as parameters of success or failure? 
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Findings 
 

Our product successfully analysed 20,000 customer reviews. The analysis 
produced several valuable insights. Citispotter APIs not only identified the 
major sentiments but also emotion and harmful language used in the 
reviews. Insights revealed from sentiment and emotion analysis can help 
an organisation improve their product’s quality and effective retargetting 
strategy by identifying general sentiment of the customers. And from 
abusive analysis, brand can look deep down for pain-points which are not 
easily visible. So, lets find out key insights revealed in the analysis.   
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Insight 1: What is the general sentiment of buyers with regards to the Brand? 
 

Citispotter used its Sentiment Analysis API to track the three 
primary sentiments - Positive, Negative or Neutral.  

 

Brand reviews show a substantial level of neutral sentiments with 
49.4%. When we combine positive and neutral sentiment, it shows 
people are fairly satisfied with the product however 35% of 
customers had negative sentiments towards the product. 
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Insight 2: What is the underlying emotion that reviewers display in regards 
to the brand and the product in question? 
 

Emotion analysis revealed anger, anticipation, disgust, fear, joy, love, 
no emotion, sadness and surprise. 

 
Majority of reviews showed no particular emotion. Nonetheless, out 
the detected emotions, ‘Joy’ is the most occurring one, which suggests 
that consumers who were happy with product spoke freely about it 
while giving their feedback. 
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Insight 3: What are the key themes that customers talk about in their reviews 
and what themes can be considered as parameters of success or failure? 
 

 

 

 

 

 

 

 

 

 

Citispotter analysis shows 11 key themes around the product, from the 
analsyis of reviews.  This result brought to light, key areas for improvement 
and satisfaction.  

  

Quality Battery Bass 

Music 

Small Portable Value Money 

Charging 

Packaging Electronics Price 
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Insight 4: What are the most frequently used negative keywords in order to 
gauge the key areas of improvement? 
 

 

 

 

 

 

 

Above keywords illustrate underlying customer pain-points and their 
dissatisfaction with the brand. 

 

Insight 4.1 Comparison with another brand in a negative word cloud 

 

Another key insight comes from the keyword ‘portronic’ which we found is 
another brand of electronic speaker in a similar price range. We found this 
brand reference in the negative reviews' word cloud ssuggesting that 
customers are making comparisons of our brand with competitors in a 
negative light. 

 

The brand owners need to address these negative comparisons with respect 
to product experience to support customer retention and brand loyalty. 
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Insight 5:  What are the key positive themes that customers talk about? 
 

Positive Key themes identified can be related to the success of  product 
in eyes of the buyer. This also justifies why product is in Amazon’s Best 
Choice category. 

 

 

 

 

 

 

 

 

 

 

 
Insight 5.1 Strong emotions in the positive word cloud 
 

Keywords like battery and bass appear in both positive and negative word-
clouds. Therefore customer experiences are not consistent and the brand 
owner needs to work on the elements of product quality to address 
comments found in the negative word could. 
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Insight 6:  What do we learn from abuse analysis?  
 

Out of 20,000 reviews, 35% were classified as abusive, and 65% as non-
abusive. 

 

 

 

35% of reviews contained hateful, and offensive comments which means 
buyers strongly identify with their bad product experience and company 
should try to mitigate this by approaching customers for in-depth feedback 
to improve its customer satisfaction and sales in future.  
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Conclusions 
 

P The case study finds that majority of the customers are satisfied with 
product but are not emotional engaged and therefore may not elicit 
loyalty.  

P Brand is facing strong competition on quality performance for the 
equivalent priced products. 

P The nuanced analysis in the report helps brand managers with what 
to keep and what to change in terms of product features and 
emotional engagement. 

 

We also learn from applying our novel API methodology that we have a 
robust mechanism for studying underlying sentiments from large quantities 
of qualitative data to provide powerful evidence for strategy development 
in organisations.  
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Citispotter offers disruptive AI enabled content analysis technologies for 
Businesses (Media, Brands, Advertisers, UGC Platforms) to fight against 
harmful content. We also apply the platform to assist in creating positive 
messaging in outbound communication – what we are describing as a 
kindness indicator. 

Our AI-based solution has the power to echo the customers’ voice. It 
undertakes a very deep analysis and provides targeted results which would 
not be possible with conventional methods of review analysis.  

In contrast to typical tracking studies, which are limited to simply measuring 
satisfaction levels, Citispotter yields not only intelligence about the actual 
factors driving satisfaction (the “Whys”) but also quantifies the extent to 
which each factor actually influences satisfaction. 
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