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VsYoung people
Masquerading 

criminals

Relative Insight originated in law enforcement, where we compared text data to detect criminals 

online
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Language

differences

Through identifying differences, our tool could see where someone wasn’t a 14-year-old girl, but 

was a 40-year-old man
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This technique was applied

to the business world

Consumer
Analytics

Customer
Experience



info@relativeinsight.com     • www.relativeinsight.com Relative Insight  |  Fraser House, White Cross Business Park, Lancaster. LA1 4XQ LANCASTER /  LONDON /  NEW YORK /  PHILADELPHIA

Relative Insight helps brands and agencies use that 
comparative methodology to get more value 

from four types of text data

Survey Social Listening Reviews CS Transcripts
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The ad-hoc project model doesn’t deliver long-term value

V
A
L
U

E

TIME
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Turn your projects into programs
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CX data

How Chuck E. Cheese uses Relative Flow



How incorporates

into its CX programmes
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Bespoke custom 
massqual survey

CIPo
Customer Intelligence

Portal

Making insights part of the programme.

Qualitative and quantitative 

data in one survey, saving 

time and money.

Navigate through customer 

segment, need and journey 

insights for informed, quick and 

consistent decision making.

Dynamic, high-speed 

analysis of high volumes 

of qualitative data.
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CIPo

Decision Juice allows respondents to place themselves on an 

image and write a comment. We use this functionality for need 

state grids to formulate evidence on persona needs.

The coordinates of where the 

respondent has placed themselves 

indicates their level of enthusiasm 

towards any need.

Decision Juice
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CIPo

Themes and 

stand-outsRelative 

differences

Relative Insight
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CIPo

3 lens 

model

Secure login 

for insight, sales, 

marketing, 

product and

CS users.

CIPo
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Where we’ve 
made insights 
part of the 
programme…

Get with the 

programme!
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What does a good 
visitor to Manchester 
look like?
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What does a good visitor to 
Manchester look like?

27 80VMW Score: 54 53 40 65
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New KPIs for valuing visits - ‘Visit Manchester Well”

New persona segmentation - 3 lens model

Two-year implementation plan with stakeholder partners

What does a good visitor to 
Manchester look like?
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Ancient history
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Ancient history
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Designed Journey of Possibility for future 

visitors to Diriyah

12-month research programme

Needs based segmentation

Input to 2030 vision development plan

Ancient history
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Keeping warm and dry, 
in the summer
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Keeping warm and dry, in the summer
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2 years, 8 quarterly waves of research + transaction 

and loyalty data

New buying strategy for high street store formats

Acquisition strategy for AS adventure - Snow & Rock, 

Runners Need, Cycle Surgery

Keeping warm and dry, in the summer
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Actuaries aren’t 
about numbers
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Actuaries aren’t about numbers
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2-year insight programme, need.states research 

+ member NPS surveys

Now in 6th wave of need.state research

Influencing future member acquisition - students

Developing global positioning

Recognising new actuarial roles

Actuaries aren’t about numbers
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Evidence and emotion at speed and scale

delivering Sustainable CX programmes

The result
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Because the approach reduces the 

additional investment needed to address 

unwanted and unnecessary costs.

So the organisation is more sustainable.

Why 

‘sustainable’?
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Evidence and emotion at speed and scale 

delivering Sustainable CX programmes

Reduced marketing
acquisition costs

Focus on keeping in 

hopper, not topping up.

Usually > 50% of marketing 

budget so significant 

capacity for cost savings.
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Evidence and emotion at speed and scale 

delivering Sustainable CX programmes

Reduced 
member churn

Additional knock-on, 

cost saving impact 

on brand/ reputation 

management.

Reduced marketing
acquisition costs

Focus on keeping in 

hopper, not topping up.

Usually > 50% of marketing 

budget so significant 

capacity for cost savings.
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Evidence and emotion at speed and scale 

delivering Sustainable CX programmes

Increased R&D 
efficiency

Closer to customers, 

more direct, more 

frequent feedback.

Reduced 
member churn

Additional knock-on, 

cost saving impact 

on brand/ reputation 

management.

Reduced marketing
acquisition costs

Focus on keeping in 

hopper, not topping up.

Usually > 50% of marketing 

budget so significant 

capacity for cost savings.
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Increased workplace 
wellbeing

Better experiences on 

front line. Lower 

recruitment costs, churn, 

reduced financial package 

component - esp. Gen Z.

Evidence and emotion at speed and scale 

delivering Sustainable CX programmes

Increased R&D 
efficiency

Closer to customers, 

more direct, more 

frequent feedback.

Reduced 
member churn

Additional knock-on, 

cost saving impact 

on brand/ reputation 

management.

Reduced marketing
acquisition costs

Focus on keeping in 

hopper, not topping up.

Usually > 50% of marketing 

budget so significant 

capacity for cost savings.



Q & A



Get in touch

relativeinsight.com

hello@relativeinsight.com

#talkdatatome

oomphagency.com

stephen@oomphagency.com

+44 (0)7713 642 735


