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Elevate your empathy™

Real-world AI in Action
How Fossil Group is unlocking 
empathy at scale with high-trust AI

Scan code to enter our 
drawing for a $150 

Fossil gift card!

scan here!
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Founder & CEO Head of Data Science & 
Market Research

Elizabeth Murphey

Senior Market Research 
Analyst
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Emotions are the hidden hand 
that guides nearly all 
human behavior and choices.

Nobel Prize-winning psychologist 
Daniel Kahneman

90% of the decisions we make are 

based on emotion.
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We believe

empathy 
is a superpower
for every business
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We’ve designed an 
AI insights platform
that empowers brands
to understand the 

of their customers
needs and emotions 

Canvs AI Community
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20% of feedback is 
structured with insights 
that surface easily

80% of feedback 
is unstructured 
with insights that 
are buried
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surface 

compelling
stories

+
elevate the  

entire
research team
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There is the concern that 
Generative AI systems can 
generate hallucinations.

This is when an AI system 
produces false or misleading 
information presented as fact.
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Canvs AI Story Assist™
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Canvs AI Story Assist™

6 key evaluation criteria
1. Is it transparent?
2. What’s responsible for the 

quantification?
3. Is it focused on only your 

data?
4. How does it handle high 

volume?
5. Can you ask it business 

follow-up questions?
6. How fast is it?

The State of Generative 
AI for Insights • Launched 1 year ago as insights co-pilot 

alongside all data
• Operating at scale now across major research 

and cx teams

Your trusted insights copilot

Strategic, insightful, and completely 
transparent.

61% of 
customers now 
use regularly
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Fossil Group: Global Lifestyle Fashion Accessory Brand with  Diverse Portfolio  



ANALYTICS 
INSIGHTS

Product 
Development

Competitive
Landscape

Channel

Assortment

Supply
Chain

Brand

Consumer

Marketing
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CUSTOMER GET-TO-KNOW

CUSTOMER LIFETIME VALUE

CUSTOMER VALUE 
PROPOSITION

CUSTOMER  
JOURNEY

CUSTOMER 
ENGAGEMENT

Analytics Group partners with various Business Domains to deliver Customer 
Centric Measures



Voice of the Customer is infused throughout the customer journey

• Marketing copy testing
• Creative testing

Active Evaluation

• Product development 
• Website / UX testing

Search & Discovery
• Live on site 

feedback

Purchase

• Feedback on interactions with 
customer service

• Post-purchase survey 
• Customer reviews

Post Purchase
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AI for Insights “Jobs to be Done” at Fossil Group

Surface Compelling Stories
(we couldn’t get otherwise)

Elevate our Insights Team
(Everyone able to draw similar insights)



● Time Saving

● Customize Tool 

● Actionable Insights 

Key Selection Criteria for a Qualitative Insight Tool 
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AI Story Assist™ 

Leveraging Canvs AI Story Assist
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Product Development Open Ends – The traditional way

Business Questions to be 
Answered with Canvs AI

1) What did consumers love about 
this watch?

2) What design elements could be 
changed to improve the watch? 

3) Which design elements 
consistently makes a winning piece?

2400 Open Ends

Manually looking for themes

2-3 DAYS
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AI Question: What did consumers love about this watch?

CANVS AI STORY ASSIST PRODUCT DEVELOPMENT

2.4K 
Verbatims Analyzed

What did they love?
• Design and Style
• Color and Detail
• Brand and Quality
• Functionality and 

Readability
• Comfort and Material
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CANVS AI STORY ASSIST PRODUCT DEVELOPMENT

2.4K 
Verbatims Analyzed

What design elements?

• Watch Face
• Watch Band
• Color & Contrast
• Simplicity vs. 

Embellishments
• Size & Bulkiness

AI Question: What design elements could be changed to improve the watch?
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Case Example: Customer Care CSAT

“So what?”
- Head of Customer Care  
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Qualitative Research Analysis – highly subjective, high impact output driven 
by researcher’s expertise

Same qualitative data | Varied level of experience

Analysis Output 1
Executed by Junior Researcher

60%
CSAT

60% 20%

Analysis Output 2 
Executed by Senior Researcher
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Using AI to make EVERYONE an overachiever

Before Canvs AI With Canvs AI
• Same qualitative data
• Three people
• Three sets of insights

• Same qualitative data
• Three people
• CONSENSUS on the insights

DATA

SKILLSET

COMPETENCE

SENIORITY

BUSINESS 
ACUMEN

SELF BIAS

RIGHT-BRAIN VS. 
LEFT-BRAIN

DATA
SKILLSET

COMPETENCE

SENIORITY

BUSINESS ACUMEN

RIGHT-BRAIN VS. 
LEFT-BRAIN
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CANVS AI STORY ASSIST GLOBAL CSAT SURVEY

What are the wins for customer service?
Canvs AI Story Assist™ Output 1
Executed by Junior Researcher

Different Prompt, Consensus on the Insights

What do customers love?
Canvs AI Story Assist™ Output 2
Executed by Senior Researcher

Different Prompt, Consensus on the Insights
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More 
Empathy

Better Stories Operational 
Efficiency 

Elevating the 
Team

Uncover relevant and empathetic Voice of the Customer insights 
throughout the customer journey in a faster and efficient manner 

Before Canvs AI With Canvs AI
• 2-3 days of manual verbatim coding

• 1-3 days of day of analysis & report 
building

• Limited sentiment analysis

< 1 hour for verbatim text analysis

1 day or less of analysis & report building

Detail and nuanced sentiment with ability to 
quickly identify drivers and root cause



25

Outcomes: Creating more actionable, empathetic insights
Product Development & 

Refinement CSAT
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Elevate your empathy™

Thank You!
Join Canvs AI at Booth #206 for a 
Demo and Speaker Q&A

Scan code to enter our drawing 
for a $150 Fossil gift card!


