
We help agencies gain insight by surfacing narratives tied to a client’s brand, 
industry, and competitors. These narratives are hard to spot with the naked eye and 
can signal a trend, opportunity, or warning of potential trouble ahead.

for Agencies

Voice of Customer Analyze customer reviews and forums at scale to 
measure feedback and sentiment

Pick out customer pain points

Quickly detect costumer concerns so you can address issues before they 
negatively impact your client’s brand. Consumer airline reviews primarily focused 
on flight crews, delays, and customer service. Other popular topics included 
inflight experience, flight cancellations, and business class.

Kyle Wiggers See where a brand stacks up against competition

Understand how your client rates against their competition in various categories. 
Overall, consumers rated Alaska Airlines the highest of all five major airlines. By 
percentage, Alaska Airlines had the largest share of 10-star ratings, while United 
and American were virtually tied for the most 1- and 2-star ratings.

Assess issues fueling positive or negative feedback

For United Airlines, comments about flight delays, cancellations, customer service, 
and connecting flights drove negative ratings. Consumers had the most positive 
reviews for the company’s flight crews, followed by seat comfort, and their 
overall inflight experience. 

Deep dive into specific topics

Take a closer look at a specific topic of interest to better understand the key issues 
that drive customer sentiment. When colored by rating, food reviews for all 
airlines were largely split. Just over half of all reviews for food (53%) received five 
starts (out of ten) or less. United earned praise for updated menus, while another 
reviewer called out American Airlines for its lack of condiments and silverware.

Case Study:

Sample Positive Review: 
(United Airlines) “Menus have 
been updated…great experience!”

Flight Crew

Flight Delays

Number of Reviews

A
ve

ra
ge

 R
at

in
g


