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Al IS MOVING FROM EXPERIMENTAL TO
EVERYDAY PRACTICE

From Scattered Data to Insight

% For project managers using Al to analyze customers

Al brings together reviews, surveys, sales notes, support tickets,
emails, and social comments to reveal practical customer insights.




Al CAN HELP FIND PATTERNS IN CUSTOMER FEEDBACK

Customer feedback often contains patterns that are hard to see
when viewed individually. Al can help identify patterns people
may miss by summarizing reviews, complaints, surveys, and
support notes. It can also organize unstructured feedback and
review useful themes. Al can condense substantial amounts of
customer input, revealing that customers praise the company
overall but consistently complain about one issue, such as
response time. If the customer loves the company but suggests
a faster response time, Al could improve response time and turn
a good customer into a great one. Al could also detect the most
common questions about your company’s products or services.
Once the team identifies frequent questions, it can create
approved answers, chatbot responses, or FAQ content.

The main goal of using Al for data analysis is to gather data

for feedback, improve the customer experience, develop better
products, and provide more timely responses that benefit buyers,
encouraging them to keep purchasing products and services from the organization.

Find Patterns in Feedback

Al quickly spots repeated themes that teams might
miss, helping prioritize the issues that matter most.
;.'. For project managers using Al to analyze customers J

Top Feedback Themes (by Frequency)

Response
Time

Common
Questions

Product
Clarity

Service
Quality
Pricing
Concerns

Use Al to Summarize Customer Reviews

Start by collecting customer information from Google, Facebook, industry directories, testimonials, and
other review sources. Store it in one place for Al to analyze. The accompanying graphic shows how Al

changes one’s understanding of the customer’s challenges. It can
help reveal repeated themes that may be difficult to see when
reviewing feedback one comment at a time.

Organizations do not have to provide every review; they only
need to gather enough data for Al to analyze and identify initial
themes. Overseers of the Al tool can ask it to summarize the
customer’s most common complaints, compliments, questions,
concerns, and suggestions. Al should support judgment, not
replace it. After reviewing Al summaries, leaders should compare
them with actual customer comments to determine whether
complaints have been filed. This helps confirm that the patterns
are accurate before making major decisions.

After Al summarizes the reviews, the team can compare the
summary to actual examples and perceptions from other areas of
the organization. They should not treat the Al summary as the

Summarize Customer Reviews

Al can summarize complaints, compliments,
questions, concerns, and suggestions from
customer reviews.
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Complaints Compliments Questions Concerns  Suggestions
128 214 96 42 38
28% 47% 21% 9% 8%

o Validate Al summaries with real examples.

Example (Complaint)

“Wait times are too long when calling support.™
— Customer review




absolute truth. Al can hallucinate or identify patterns that are not actually there. For this reason, if the
team questions whether the data and summaries are accurate, they need to provide more information for
Al to evaluate. It could be that the initial data has skewed the output. The team is looking for direct
evidence from artificial intelligence to support the summary, which aligns with the company’s findings
and uses this data to improve, promote, and clarify next steps for the organization.

Use Al to Organize Customer Complaints

Every business encounters dissatisfied customers. The challenge is understanding why. Al can analyze
complaints, categorize them, and suggest suitable responses. Customers who express confusion about
billing and frustrations over invoicing differ from those who report service inconsistencies or
scheduling issues. Al can draft an empathetic email that reassures the customer, demonstrates the
organization’s commitment to retention, and recommends next steps to serve and keep the customer
long-term.

This graphic organizes customer complaints. Al can help
categorize complaints so leaders can see whether the issue is Organize Customer Complaints
isolated or part of a larger process problem. Once complaints CHRREUNIH OO A N W
< ] . . problems are isolated or systemic.
are sorted, leaders within the organization can determine
whether problems are isolated incidents or part of a broader,
overlooked systemic gap. Some complaints may arise from a
npsunderstandmg of the company’s offerings and how they A
differ from customer expectations. However, repeated /
complaints within the same category typically indicate a sl e (®)
process issue with significant gaps in communication and « Avalbiity L) Recommended
service delivery for that customer group. Ao
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Over time, common complaints are added to an Al tool. The
tool can draft a response that acknowledges the concern,
explains the next steps, and provides a direct customer service contact. If the customer has any
problems, they have all the information immediately, and the company has invested minimal time in
keeping that customer happy and resolving their issue quickly.

Use Al to Identify What Customers Appreciate Most

Not all customer feedback is about problems; many will share what they love about the organization’s
products and services. Al can identify what matters most to buyers. Common themes may include trust,
speed, friendliness, expertise, convenience, affordability, quality, personal attention, customer service,
and education.



Once you understand what customers value, the business can highlight its strengths in marketing and
sales. For example, customers often mention that your team is knowledgeable and explains the process
clearly. You can use this feedback to expand on that story in marketing materials and emails early in the
sales process. Additionally, if customers mention the convenience and personal attention they receive,
emphasize that every customer who does business with the organization receives the same level of
personal care.

One of the most successful documents for certain products and services is a praise list. A praise list is
a helpful way for customers to share their praise for products, services, or the company’s experience.
Leaders can use Al to summarize positive comments and turn them into a thematic praise list from
website sales scripts and social media. A categorized praise list can boost marketing efforts. Actual
customer quotes can help potential buyers see why they should trust the company.

Use Al to Help You Understand Customer Questions

Businesses that prioritize customer service tend to answer questions one at a time but often overlook the
importance of organizing them. Interviewing staft about the most common questions is a typical way to
gather internal feedback. Employees frequently answer the same questions repeatedly and explain
similar concepts, processes, or product details to new customers. This can be helpful when using an
artificial intelligence tool to identify communication gaps and
make the narrative clearer so a wider audience can understand it. Understand Customer Questions

Repeated questions often signal communication gaps
and opportunities for better content, training, or FAQs.

Al can also assist in analyzing customer questions, pinpointing
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the most common inquiries, and identifying areas where

communication may be unclear. For repeated questions, Al can 9 Repeated Questions

generate clearer content, enhance training, and improve sales e sy
conversations. Additionally, it can identify gaps in existing

materials. cou MU

- - - o Better-trained teams
and resources

Leaders have intentionally rewritten all email marketing content

and responses to questions, asking Al to rewrite them at a _ [

Sth-grade level to make the narratives easier to understand. When e s

customers understand the product, process, and next steps before |  FHILE L Fewer questions
more confidence

talking with your team, they are more likely to feel confident and
take action.

Use Al to Identify Confusing Parts of Your Customer Journey

Customers dislike confusion because it undermines trust in leadership and the product. When the sales
process or product features are confusing, customers might leave and turn to a competitor who explains
things more clearly.



Confusing parts of a customer’s journey can occur before or after the
sales process. Artificial intelligence can analyze data to find the most | Find Confusing Journey Points
. . . . Al can pinpoint wher onfused
common sources of confusion. This helps improve and clarify 8 s R e e
language in marketing materials, social media, or sales documents. T
Al can offer explanations by highlighting the supporting processes, N N N N
using visuals, and simplifying answers to reduce confusion. *"\Q)*'_%ﬁ_‘i*f\:gﬁ*ig ZI+@-
Awareness  Inqury  Soes  Onboaing Senice  Support
One of the easiest ways for Al to identify misunderstandings is tq ask ot o | Lo | i ‘ |
when customers become confused about the sales process, or social - . -
media and advertising. Al can analyze these situations using various W orOnieln 0 febwmtuinkn B fgh Otedo
metrics and make different recommendations. These suggestions will | | R e R E
improve decision-making by delivering clearer, more effective s dpigubin sl

messages to its target audience.

Customer Journey Confusion Heat Map
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Use Al to Improve the Answers Employees Give Customers

Al can analyze employee responses and suggest ways to make them clearer, simpler, and more
customer-centered. Sometimes, when individuals answer customer questions, they don’t see it from the
customer’s perspective; they view it only from the organization’s perspective. Responses that focus on
customer value engage customers and shift the focus to them rather than the business. This approach
increases a person’s willingness to spend money and to choose this new vendor or to buy a product
from them.

Al can create approved templates for these questions and customize them, keeping the core information
consistent while allowing personalization for each customer. This reduces any mistakes in the customer
experience and increases customer satisfaction.

One of the simplest ways to start letting Al review customer responses is to create a shared document
of approved responses currently in use. Using this document, ask Al for suggestions on how to respond
to the customer in a more value-driven way, supporting their experience and position. After editing and
approving it, all parties should refer to this document for their approved responses.

Al CAN HELP EFFECTIVELY SEGMENT CUSTOMERS




Segment Customers More Effectively

Al helps identify distinct customer groups so
businesses can tailor services and communication.

[ 2% For project managers using Al to analyze customers ]

High 4

It doesn’t take long for Al to learn customers’ purchasing habits. These habits help quickly generate a
list of the most bought products and services. Businesses can start by reviewing customer notes, intake
forms, sales calls, and survey responses, then ask Al to identify common customer needs or motivations.
Al analyzes this data and ranks the top motivations from most to least important. For example, some
customers may prioritize speed over cost, while others seek expert guidance, longevity, and reliability
from a company. Both are valuable; however, understanding each customer’s motivation shapes the way
businesses communicate and the offers they present.

A simple way to understand this information is to ask the Al tool to analyze the current customer notes
and documentation, group customers by their main motivation, give each group a straightforward name,
and describe what matters most to each group. This approach will help reveal natural customer
categories.

Customers increasingly expect businesses to respond quickly to their needs when solving problems and
providing services. Additionally, the same customers expect every team leader to remember their
preferences and consistently offer relevant solutions that support them. Al can assist businesses in
meeting these expectations by improving their understanding of customer base categories and
customer pains.



Al can also help businesses detect customer intent earlier in the buying process. Companies are using Al
to predict what customers will purchase in the future, rather than relying solely on historical data, and to
offer insights on past purchases. This uses their true predictive Al model to anticipate and project future
sales.

For example, an Al-supported system could recognize when a customer shows signs of frustration,
which might be a buying signal for a product or solution. As Al makes this prediction, it is time to send
a personalized email or phone call to this customer about the new offerings that could benefit them.

Understanding this sooner enables the business to interact with the customer more intelligently and
quickly. However, this does not lessen human involvement. Instead, it maintains and supports Al and
its strengths, which include summarization, personalization, and quality control, while keeping humans
involved in every part of the process.

In competitive markets, the advantage often goes to the company that responds quickly with relevant
customer-centered value. Because Al analyzes customer data and groups, it helps tailor its focus to each
customer’s needs and value. Al can assist by customizing messages, making each one feel as if it is only
for that specific group, and using terminology, phrasing, and connections that support that persona.

For example, a message to a price-conscious customer highlights value, efficiency, and special pricing,
while a message to someone seeking the newest technology and features emphasizes those attributes.
Where one message focuses on pricing and value, the other might emphasize the newness of the future,
its functionality, and what it can do for each buyer.

Focusing on the messages, letting them adapt to different customer types, and making each message
sound distinct through language focus and emphasis are effective ways to stay connected with customers
and better support their perspectives.

Al CAN HELP TURN CUSTOMER INSIGHT INTO ACTION

Understanding the customer is only useful if you turn that data into an action plan to engage customers
and develop new products and services that meet their needs. Al can help summarize insights, but
leadership must decide what to change, improve, evaluate, and build to support these customers’ desires.

A practical approach is to establish a monthly customer insight process. The meeting should review
feedback, identify patterns, highlight top issues and opportunities, and assign action items. Discussing
these situations without taking action wastes time and doesn't utilize Al effectively. Since Al can
perform quick analysis, these recommendations will help keep the meeting centered on the customer and
ensure the insights regularly meet their needs.




Al can be beneficial in providing clarity, improving judgment, and driving direct changes to support

customers and foster future ideas.

Create a Monthly Customer Insight Report

What is a monthly customer insight report, and how can it benefit Al usage? Each month, collecting
customer feedback from various sources and interactions helps identify customer activity patterns, both
positive and negative, and guides how to address each. These sources may include reviews, complaints,
support tickets, sales notes, surveys, social media comments, or customer service engagement
comments. A company can ask you to create a report on customer feedback. It can summarize topic
complaints, repeated questions, merging trends, and suggested action items.

One challenge in creating a monthly customer insight report is that this process takes several hours,
making the report and meetings too lengthy. The report is brief, useful, insightful, and easy to
understand, connecting directly to practical decisions that can be made in a single meeting. These
recommendations should help facilitate a quick response to resolve issues. If a problem requires multiple
meetings and months to fix, the customer may choose to do business elsewhere in the future.

Choose One Customer Improvement Project

After reviewing the monthly customer insight report, use that data to implement improvement projects
that permanently fix the problem. This could involve addressing specific issues like confusing processes,
misleading sales materials, or emails that lead to additional questions.

The organization should avoid trying to fix everything at once and instead focus on the most critical
components, following the 80/20 rule. 80% of the problems stem from 20% of the issues. By targeting
the few issues that cause the most customer frustration, the business can quickly see a noticeable
improvement.

Each of these projects needs an owner and a deadline for completion. Al can help identify the issues
people are responsible for creating and assist them in developing projects to fix these issues and prevent
them from happening again. This level of quality is essential for the customer to keep purchasing
products and services from anyone.

CREATE MEASURES AND TRACK WHETHER
THE CHANGE WORKED




Measure Whether the Change Worked

Track before-and-after metrics to confirm whether
the customer improvement effort made a real difference.

_&% : For|_:r _mana_gers usi?g Alto fmal;:m cust. ner |

Complaint Volume Response Time
Before After ¢ Before After ¢

128 = 84 1Bh = 9 5

Repeated Questions Customer Satisfaction
Before After ‘l’ Before After T

96 = 52 72% = 84% .upp

Results Over 6 Months
= Complaint Volume —— Customer Satisfaction
(Lower is Battor) (Higher is Better)

Measure outcomes after implementation
so the team can validate what worked.

CONCLUSION

Al can assist businesses in better understanding their customers by organizing data from different
sources and feedback, and by spotting patterns that often frustrate customers. By analyzing this data,
we can communicate effectively and turn complaints into actionable insights that lead to new products,
innovative solutions, and improved customer retention.

The best place to start is by collecting customer comments, removing any sensitive details, asking Al
to identify recurring themes, questions, and complaints, and then reviewing that information over time.
Using that information to develop solutions, whether it involves changing how one does business, will
benefit and strengthen customer relationships.

90-DAY AI CUSTOMER INSIGHT PLAN OUTLINE




90-Day Al
Customer
Insight Plan

A practical roadmap for turning ,
customer feedback into insight, y

action, and measurable improvement.

= » THREE PHASES. ONE 90-DAY JOURNEY. e .
Days 1-30:
Build the Foundation

Establish the structure, tools, and
baseline for capturing customer insight.

Days 31-60:
Analyze and Prioritize

Turn feedback into clear themes, customer
patterns, and one focused improvement.

Days 61-90:
Act, Measure, and Scale

Implement improvements, measure results,
and create an ongoing insight rhythm.

From collecting feedback to using customer insight ol i
as a disciplined, measurable decision-making process. .
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90-Day Al Customer
Insight Plan

Days 1-30: Build the Foundation

Goal: establish the structure, tools, and baseline for capturing customer insight.

Build the Foundation

+ |dentify main feedback sources
* Decide where feedback will be stored
+ Clarify who participates

+ Define the purpose and how insights
will be used

Collect Feedback

* Gather input from surveys
Customer service tickets

Sales conversations

Reviews and testimonials
Emails

Social media comments
Interviews or focus groups
Website or chatbot interactions

- % = 8 & 8 »

Clean & Organize Data

+ Remove duplicates

+ Correct obvious errors

+ Group feedback by source, date,
product, service area, or customer type

+ Separate useful comments from
incomplete or irrelevant responses

* Protect sensitive information

Define Insight Categories

* Create consistent categories such as
product or service quality, customer support,
pricing, communication, ease of use,
delivery or response time, satisfaction,
retention risks, and improvement requests.

Set Baseline Metrics

* Establish starting metrics such as customer
satisfaction score, net promoter score,
complaints by category, average response
time, repeat issue frequency, churn or
retention indicators, sentiment score, and
common pain points.

©
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Suggested Outputs

* Customer feedback workflow

* Centralized feedback repository

+ List of feedback sources

* |nitial project team or stakehalders

Suggested Outputs

* Feedback intake process

+ Standard capture form
or template

= |nitial feedback dataset

Suggested Outputs
+ Cleaned feedback file

* Organized customer
feedback database

» Data quality checklist

Suggested Outputs

* |Insight category framework
* Tagging system
» Definitions for each category

Suggested Outputs
# Baseline performance report
= Starting KPl dashboard

+ Priority issue summary

End of Days 1-30: a clear feedback system, organized data,

insight categories, and baseline metrics are in place.




90-Day Al Customer
Insight Plan

Days 31-60: Analyze and Prioritize

Goal: turn feedback into clear themes, customer patterns,

and one focused improvement project.

» @ | de

Summarize Feedback with Al

* Run feedback through
Al summarization tools

« Generate summaries by category,
source, or customer segment

* Compare Al summaries with
human review for accuracy

* |dentify repeated language,
concerns, and requests

Find Customer Patterns

« |dentify frequently
repeated complaints
* Common requests for improvement
¢ Differences between
customer groups
+ Sentiment changes over time
+ Friction points in the
customer journey

* lssues tied to specific products,
services, or teams

Segment Customers

+ Group feedback by new customers,
returning customers

+ High-value customers, at-risk
customers

* Product or service used

* Industry or region

+ Satisfaction level

Choose One Improvement Project

* Select one project using frequency
of issue

Customer satisfaction impact
Feasibility

Business alignment

Measurable improvement as
decision criteria

.- s 8 =

End of Days 31-60: Al summaries, pattern analysis,

customer segments, and one priority improvement
project are defined.

Suggested Outputs

« Al-generated
feedback summaries

* Theme summaries
by category

* Human-reviewed
insight notes

Suggested Outputs

* Customer
pattern report

* Top recurring themes

* Pain point analysis

Suggested Outputs

+ Customer segment
definitions

* Segment-specific
feedback summaries

* Segment comparison
report

Suggested Outputs
+ Selected improvement
project

Problem statement
Project scope

Success criteria
Implementation plan




90-Day Al Customer
Insight Plan  _ ¢

Days 61-90: Act, Measure, and Scale

Goal: implement the improvement, measure results,
and create an ongoing customer insight rhythm.

Assign Owners P

4 . f B a BT i ctad [ br .
* Assign a project owner  ame B uggested Outputs
* |dentify supporting team members **:'-’Tél* » Ownership chart

* Define roles and responsibilities e Project timeline

+ Set deadlines and decision points

« Establish a communication rhythm * Responsibility matrix

Implement Changes P
* Update a process ! o7 | suggested Outputs
* |mprove communication with customers waly ;
« Adjust a product or service feature W« Implemented improvement
* Revise training or support materials + Change documentation
+ Change follow-up procedures

ge R p_ * Updated process or
¢ Improve response times or 3

: resource materials
escalation paths
Track KPls =
+ Monitor customer satisfaction R - P
EE ¥ snirriacte 4 toute

+ Monitor complaint velume =1 P ouggested Uutputs
* Monitor issue resolution time b= = 4 ;
M st et + KPI tracking dashboard
* Monitor retention or renewal rate * Before-and-after comparison
* Monitor repeat contact rate .
» Monitor adoption or usage data * Early impact report
+ Monitor custormer comments related

to the improvement area

Build Monthly Reporting Rhythm

i suggested Outputs
+ Schedule a monthly insight review meeting L | W
+ Share key findings with leadership and teams b — * Monthly customer insight report
* Review new patterns and emerging issues * Recurring review meeting
+ Track progress on active projects + Updated action list
* Decide whether to scale, revise, or replace *» Ongoing improvement pipeline

the cument project

BY Da}' 90 | @ Baseline metrics | @ Assigned ownership
@ Structured feedback process @ Al-supported summaries @ KPI tracking

3 o

@ Organized customerinsight database | 21€ Pattem analysis @ Monthiy reporting thythm
T ) @ One completed or active

. Defined insight categories improvement project

The organization moves from collecting feedback to using customer insight
as a disciplined, measurable decision-making process.




Providing quality, customized training and

THE . . \ .
consulting services that inspire, educate,

\ MATHIS P and equip organizations to be better
GROUP, INC.
il tomorrow than they are today.

A WOMAN-OWNED SMALL BUSINESS (WOSB)

DR. KEITH MATHIS, PMP, PMI-ACP, CSP-SM, CSP-PO
WANDA MATHIS, M.ED. PMI-ACP

PROJECT MANAGEMENT TRAINING

OVER 60 PROJECT MANAGEMENT COURSES REGISTERED WITH PMI

PRESENTATIONS THAT EDUCATE, MOTIVATE, AND INSPIRE

Since 1993, The Mathis Group has been helping organizations
change worker productivity and behavior.

RO RETNG T COMPANY MANDATE
MOTIVATION The Mathis Group provides training and
ORGANIZATIONAL BEHAVIOR consulting that will impact the organization and
LEADERSHIP individual while maintaining an outstanding
CUSTOMER SERVICE reputation for success and integrity.

VALUES STATEMENT

Every person has worth and should be treated with respect.

AREAS OF EXPERTISE

Curriculum Design » Agile Project Management « Emotional Intelligence
Managemen Strategic Planning » A eadership

Customer Service

9515 N Spring Valley Dr ' DUNS Number:
Pleasant Hope, MO 65725 www.themathisgroup.com 007722098
800-224-3731 keith@themathisgroup.com CAGE: 3CIND
417-759-9110 GSA Contractor Number:

: wanda@themathisgroup.com
(voice/fax) GS-02F-0010V

5’ ACCREDITED
(6pY Contract Holder -E- BUSINESS

PMI, PMP, PMBOK, and the PMI Registered Education Provider logo are registered marks of the Project Management Institute, Inc.




