
Officeworks needed to:
Automate the analysis of increasing 
customer feedback

Identify and understand what drives 
feedback scores

Provide an unbiased lens over open-ended 
feedback

Better comprehend feedback to improve 
customer experience

The challenge
Established in Richmond in 1994, Officeworks is Australia’s leading retailer and supplier of office supplies, tech, and 
furniture solutions for home, business, and education needs, with more than 165 stores and over 8,000 team mem-
bers. To learn what its customers want and need, a standing survey is located on its website, receiving hundreds of 
responses a day.

The Great Service Score survey is core to Officeworks’ ability to listen and adapt to the changing needs of its cus-
tomers. Analyzing results has become increasingly difficult as volume and variety of feedback rise. This complexity 
makes it harder for the Customer Insights team to quantify and report on customer-reported issues and summarize 
results for executives. Timely context is necessary for both the understanding required to make decisions and the 
ability to measure impacts from business changes and improvement efforts.

The solution
With Luminoso, Officeworks has the ability to make 
sense of large volumes of feedback data quickly and 
efficiently. This helps the company understand drivers 
of satisfaction, as defined by the customer, and 
provide guidance on how it makes improvements. As 
an every channel retailer, Officeworks offers choice 
and convenience in buying, whether that be in a store, 
online, or on the phone. Luminoso creates insight into 
where experience is inconsistent, across all channels, 
so Officeworks can pinpoint areas for improvement to 
better serve its customers.

As an omni-channel retailer, Officeworks offers choice 
and convenience in buying, whether that be in a store, 
from the website, or on the phone. Luminoso creates 
insight into where experience is inconsistent, across 
all channels, so Officeworks can pinpoint areas for 
improvement to better serve its customers.
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The results
Luminoso helps Officeworks to quickly understand what drives its customers’ survey responses. As a result, Officeworks can:

“Luminoso allows us to take the Voice of the Customer, interrogate 
it, and learn what’s most important to improve satisfaction.” 

- Kuan Leong, Customer Insights and Research Manager, Officeworks 

Luminoso turns unstructured text data into business-critical insights. Using common-sense artificial intelligence to understand language, we empower organizations 
to discover, interpret, and act on what people are telling them. Requiring little setup, maintenance, training, or data input, Luminoso combines world-leading natural 
language understanding technology with a vast knowledge base to learn words from context—like humans do—and accurately analyze text in minutes, not months. 
Our software provides native support in over a dozen languages, so leaders can explore relationships in data, make sense of feedback, and triage inquiries to drive 
value, fast. Luminoso is privately held and headquartered in Boston, MA.
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Luminoso analyzes unstructured text in minutes, 
to accurately make sense of it and inspire your 
organization’s actions.

Bring to light what your 
customers and employees are saying

Timely analysis of 100,000+ pieces 
of customer feedback 

Quantify customer voice for 
positive and negative sentiments 

against service features

Discover insights that can influence 
decisions and drive change

Accurately identify critical issues and quantify 
their impact on customer satisfaction 

Surface communication, fulfillment, and quick 
resolution as top priorities 

Efficiently work towards providing frictionless 
customer experiences in store and online

Build more comprehensive, informed reports on 
feedback metrics

The benefits
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