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Overview

AI-Enabled Customer Feedback Improvement Course is a five-day course for customer experience
managers, voice-of-customer teams, service quality personnel, customer insights analysts, contact-center
managers, and improvement leaders, who leave with a Customer Feedback AI Improvement Plan.
Participants inventory feedback, design taxonomies, analyze sentiment and themes, validate context and
bias, link findings to satisfaction drivers and root causes, prioritize actions, and monitor results. Agile
Leaders Training Center provides training in AI-enabled customer feedback improvement.

Who Should Attend

• Customer experience personnel responsible for listening systems and improvement
• Voice-of-customer personnel responsible for feedback capture and analysis
• Service quality personnel responsible for complaints and corrective action
• Customer insights personnel responsible for themes, segments, and evidence
• Contact-center personnel responsible for interaction feedback and escalation
• Improvement personnel responsible for prioritization and benefits tracking

The course assumes participants work with customer feedback or service performance and leaves out
technical NLP development, advanced statistics, generic service skills, and brand strategy.

Departments and Industries

The course supports governed feedback analysis across customer-facing services and product
environments.

• Customer experience and voice-of-customer functions
• Service quality and complaint management
• Contact centers and customer operations
• Retail, hospitality, and financial services
• Telecommunications and digital services
• Healthcare, education, and public services

Learning Objectives

By the end of this course, participants will be able to:



• Analyze feedback sources and data readiness
• Build taxonomies for themes and actionability
• Apply sentiment, context, and bias checks
• Diagnose satisfaction drivers and root causes
• Prioritize actions and build monitoring dashboards
• Build a Customer Feedback AI Improvement Plan

Course Agenda

Day 1: Feedback Sources and Taxonomy

• Customer Feedback Source Inventory
• Feedback Data Readiness Checklist
• Voice-of-Customer Taxonomy Design
• Theme Coding and Definition Guide
• Actionability Classification Matrix

Day 2: Sentiment and Theme Analysis

• Sentiment and Intensity Coding Scheme
• Topic and Theme Review Table
• Mixed-Sentiment Context Check
• Representative Verbatim Evidence Log
• Segment Comparison Analysis Grid

Day 3: Satisfaction Drivers and Root Causes

• Feedback-to-Rating Linkage Sheet
• Satisfaction Driver Assessment
• Complaint Pattern and Friction Map
• Root-Cause Hypothesis Tree
• Human Validation and Bias Review

Day 4: Priorities and Monitoring

• Customer Impact and Effort Matrix
• Feedback Action Ownership Register
• Escalation and Notification Rules
• Customer Feedback Insight Dashboard
• Improvement Outcome Monitoring Scorecard



Day 5: Customer Feedback Practice

• Suggested Exercise: Inventory Sources and Build Taxonomy
• Suggested Exercise: Review Sentiment and Themes
• Suggested Exercise: Diagnose Drivers and Root Causes
• Suggested Exercise: Prioritize Actions and Measures
• Capstone Exercise: Customer Feedback AI Improvement Plan

Practical Exercises

The course uses suggested activities that turn customer comments into validated and owned improvement
decisions.

• Suggested activity: inventory sources, assess readiness, define themes, and classify actionability
• Suggested activity: code sentiment, review mixed context, preserve verbatims, and compare

segments
• Suggested activity: link feedback to ratings, assess drivers, map friction, and validate root causes
• Suggested activity: prioritize actions, assign owners, set escalation rules, and define monitoring

FAQs

Who suits AI customer feedback analysis, and what does it assume?

AI customer feedback analysis suits personnel responsible for experience, voice of customer, service quality,
customer insights, contact centers, or improvement. It assumes access to customer feedback and requires
no programming.

How does AI customer feedback analysis differ from market research training?

AI customer feedback analysis focuses on operational comments, complaints, service themes, actionability,
ownership, and monitoring, while market research training covers broader study design, sampling, and
statistical inference.

How should teams validate AI sentiment and theme analysis?

Teams should review definitions, samples, mixed sentiment, sarcasm, domain language, segment
differences, representative verbatims, missed themes, false labels, and human corrections before acting.

How does feedback analysis identify satisfaction drivers?

Feedback analysis links themes and sentiment to ratings, segments, touchpoints, complaint patterns, and
service outcomes, then tests root-cause hypotheses with operational evidence and human review.



What belongs in a Customer Feedback AI Improvement Plan?

The plan should include sources, taxonomy, analysis rules, validation samples, satisfaction drivers, root
causes, priority actions, owners, escalation triggers, dashboards, measures, and review cycles.

Conclusion

Participants take back a Customer Feedback AI Improvement Plan connecting sources, themes, sentiment,
context, satisfaction drivers, root causes, actions, and measures. It changes how teams convert customer
comments into governed improvement decisions. The plan provides a basis for traceable evidence, human
validation, accountable ownership, timely escalation, and measurable follow-through.
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