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The pace of technology adoption is accelerating

Time taken to reach 

50 million users

Source: Interactive Schools
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Learning curves are steep



Computing Power Quality of Data Machine LearningCheap Storage



Source:  McKinsey Global Institute

The evolving nature of artificial intelligence
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By 2024, over 50% of user touches 

will be augmented by computer 

vision, speech, natural language and 

AR/VR.Source:  IDC



Is the Albanian army going to 

take over the world? 

- Jeffery Bewkes, CEO Time Warner, 

2010



Market cap

$32b

$77b

$3b

$135b

2.5x

45x



“Would you buy financial services from 

Google, Facebook or Amazon?”

55%
Said ‘Yes’

Source: Bain & Company



Google data reveals deep truths

Adults with children are 

3.6 more like likely to tell 

Google they regret their 

decision than are adults 

without children

- Everybody Lies, Seth Stephens-Davidowitz



The average rate per 

capita of data-driven 

interactions per day is 

expected to increase 

20-fold in the next 10 

years

Source:

IDC (International Data Corporation)

Data Age 2025, The Digitization of the World – From 
Edge to Core, Nov 2018



Source: Marketing Week

Now…
6 touchpoints
50% regularly using 4+

15 years ago…
2 touchpoints
7% regularly used 4+

Journeys are becoming 
more complex



55%

Source: Harvard Business Review

reported that they have not yet 

created a data-driven organization

2019 Big Data and AI Executive Survey





Big data has done wonders for the industry but has 

‘dehumanized’ the data. We need to ‘feel the 

consumers’ rather than read about them.

Vijay Raj, VP CMI, Unilever



Humanizing feedback 
means…

Source: Forrester, Humanize Feedback To Drive 

VoC Engagement And Action, Dec 2019

Give the customer a face

Break down denial about what the data 
reveals

Embrace the power of storytelling

Generate executive buy-in and support

Inspire employees



Perceptions and 

interpretation 

don’t always tell 

the truth…



Stories influence, teach and inspire

Build 

familiarity and 

trust

Convey 

complex ideas

Create 

alignment and 

build empathy

Connect on 

an 

emotional 

level









First 

camera 

phones in 

South 

Korea & 

Japan

2000

First 

camera 

phones in 

US

2002

First 

YouTube 

video

20052003

Skype 

founded

2015

Facebook 

launches 

Facebook 

Live

2 billion+ 

videos served 

per day

2010

4 billion 

videos 

streamed 

per day

2012

5 billion 

videos 

watched per 

day

2018

100m hours 

of video 

watched 

per day

iPhone with 

video 

recording 

capability

2009

First iPhone

- No video 

recording 

capability!

2007 2019

500 hours of 

video uploaded 

every minute



Why video?

How people 

communicate

More 

engaging

More 

memorable

Delivers 

richer insight

Creates 

powerful 

stories



Video feedback has 
immediate

business impact

Immersive and engaging way to gain deeper 

insights 

Understand how customers feel about their 

experience

Get everyone seeing and hearing who the 

customer is

Bring issues to life and create empathy 

Deliver insights with impact

1

2

3

4

5





Captures 

imagination

Engage 

emotions
Break 

through

Easy to digest
Empathetic 

connection
Authentic



Challenges of video

Time

Cost

Expertise

Volume

Quality

Analysis



6 more 

information 

with video vs 

text response

Object Recognition

Speech

Tone

Sentiment

Activity
Facial Recognition

Emotion

Themes

Profile

Technology takes away the pain of video feedback



What you 

can do with

LivingLens 

Integrate
into your existing technology stack

Capture
media from anywhere

Analyze
content efficiently

Share
powerful stories





The Deliveroo context



The opportunity



Why we approached LivingLens

● Not easy to analyse 

video recordings of 

research sessions

● No central place to 

house all our videos

● Cutting and editing 

extremely time-

consuming



What’s worked well?

1

Transcription

4

Easy user 

interface

2

Tagging

5

Subtitling

3

Sentiment 

analysis

6

Showreels



Our challenges

1. Another (!) platform

2. Organisational focus 

3. Time to edit 

4. Crap in, crap out



What could the future look like?

1

Video-only 

reports

3

Re-mining and 

reusing video

2

Firmwide 

sharing

4

Customer 

closeness





Key takeaways:

Embrace technology

Focus on the right data

Humanize feedback to drive change



Some big news!

Experience management 

leader Medallia to acquire 

LivingLens



Thank you!
E: carl.wong@livinglens.tv
W: livinglens.tv


