
Turning data into real-time actionable 
insights
Voice of the Customer

Kinnari Ladha; Marketing Insights Director, ITG Creator

Paul Winsor; Director Retail Market Development, Qlik

23 March 2017



QLIK

Founded in Lund,

Sweden in 1993

Headquartered in 

Radnor, PA, USA 

40,000 customers and

1,700 partners in more 

than 100 countries

* FY 2016 $705.6M USD RevenueMore than 2,400

employees
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QLIK Platform

The Retail Sales Monitor is a 
Qlik enabled platform that 

enables retailers to 
benchmark their performance 
against the rest of the retail 

market 



Uncover new data-driven possibilities 

Χto an endless sea of data driven 
ǇƻǎǎƛōƛƭƛǘƛŜǎΧ

connecting all your 
people, to all you data, 

and all your ideas.

A rise of the 
information activist



Voice of the customer:

turning data into real-time

actionable insights



Context: Who are Virgin Trains?



76
trains

1314
on-board staff

34.5m
passengers a year

Operate 2 UK rail franchises ïthe West Coast and East Coast mainline

23.7m
miles travelled per year



Arrive

Awesome

Virgin Trainsô aim for all of 

their passengers is toé



ÅCommitted to giving the best service and 

satisfy customers that use their service.

ÅEssential that VT staff deliver first-class 

service

ÅNPS Gives VT customers the opportunity to 

share their experience, opinions and 

sentiment of the brand, products and 

services. 

ÅUnderstand issues and opportunities for 

the business to address 

What does that mean?



This is where ITG Creator come in



POWERED BY

Our aim  - deliver óvoice of the customerô live to the fingertips of the organisation

Customers Company



Awesome
(informal)
extremely good; excellent.
"the band is truly awesome!"

Meter
a device that measures and 
records the quantity, degree, 
or rate of something.
"an electricity meter"



So, how do we measureé Awesome?



Analytical Web Platform 

Using Qlik we built a platform that connects 

VT to their customers in ways never seen 

before

The Awesometer Survey

We built an ECRM system that allows the 

capture of customer feedback



How it works for the customers

We send a personalised email to customers 

within 2 hours of their journey, to ask if they 

would recommend us to friends or family 

(Customers can also complete a survey on-board 

via the web).

Based on their answer, we either ask them to 

complete a short survey about different aspects 

of their journey,  or if theyôre really not happy, we 

fast-track directly to customer services




