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Introduction

Publisher: PeerSpot

Enterprise software companies collect feedback from various sources such as
reviews, surveys, emails, social media, and support channels. Traditional methods
for processing this data no longer meet the needs of many organizations. New
approaches that handle a high volume of unstructured input are now being used.
Al methods for data analysis have been introduced to process large quantities of
customer input. These techniques convert raw information into observations that
help managers adjust operations.

Purpose of the eBook:

This eBook discusses the use of Al in processing customer feedback, helping in
converting data into useful information for customer marketing, offers examples
of its use and examines some concerns that come with these methods.

“Al techniques help convert data
into useful information for
customer marketing.”
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Chapterl.

Voice of Customer (VOC) in B2B Marketing

Traditional Methods of Capturing VOC

For years, businesses have relied on surveys and questionnaires to gather
structured feedback. In addition, focus groups and interviews provide a way to
collect qualitative data directly from clients. Digital channels, such as online forms
and reviews, offer ongoing streams of customer opinions that can be monitored
over time. While these methods are helpful, they also have limitations.

Structured surveys may restrict response, and focus groups may not represent all
customer perspectives. As a result, organizations can end up with incomplete
information that does not fully reflect client needs.

Limitations of Traditional VOC Analysis

Traditional VOC analysis struggles to keep up with today’s data volumes. Al can
help. Manual methods can miss subtle trends and often lead to slow decision-
making. Many approaches only scratch the surface, failing to capture deeper
customer emotions or hidden concerns. This situation has led businesses to look
for more advanced tools such as Al to process customer feedback continuously.

“Traditional VOC analysis struggles
to keep up with today’s data
volumes. Al can help.”
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Chapter I.

The Intersection: Generative Al Meets VOC

Automating Data Analysis at Scale

Al methods can process large volumes of customer feedback collected from
various sources such as reviews, surveys, and social media posts. These techniques
work on data that is unstructured, producing a view of client opinions that is more
complete than what manual methods can offer. Al models can also interpret tone

and context, helping businesses understand not just what customers are saying,
but how they feel about it.

Sentiment Analysis

Al-powered sentiment analysis helps businesses gauge the emotional tone behind
customer feedback. By analyzing word choices, sentence structure, and context,
Al can determine whether feedback is positive, negative, or neutral. This allows

businesses to prioritize urgent concerns and track shifts in customer satisfaction
over time.

“Al can determine whether
feedback is positive, negative,
or neutral.”

PeerSpot Generative Al and VOC: The Next Frontier in B2B Customer Insights 4


https://docs.google.com/document/d/1Ed6pcgEI1bzcHUQ249IyO_JByKobYWD7pRnDuSuuG2g/edit?tab=t.0#heading=h.wyjw8n6ces2o
https://docs.google.com/document/d/1Ed6pcgEI1bzcHUQ249IyO_JByKobYWD7pRnDuSuuG2g/edit?tab=t.0#heading=h.wyjw8n6ces2o
https://docs.google.com/document/d/1Ed6pcgEI1bzcHUQ249IyO_JByKobYWD7pRnDuSuuG2g/edit?tab=t.0#heading=h.bfw07oxkj8jz
https://docs.google.com/document/d/1Ed6pcgEI1bzcHUQ249IyO_JByKobYWD7pRnDuSuuG2g/edit?tab=t.0#heading=h.wyjw8n6ces2o

Chapter I.

The Intersection: Generative Al Meets VOC

Enabling Real-Time Insights

Al techniques for data analysis allow businesses to review customer feedback as it
comes in. Data is processed quickly which allows them to address problems or
adjust strategies without waiting for periodic reports. By continuously processing
data, businesses can make timely adjustments to their strategies and stay ahead of
customer expectations.

Enhancing Personalization and Customer Engagement

Al-driven analysis helps organizations develop messages that relate directly to
customer preferences. It can produce information that supports creating
communications tailored to specific segments. This method makes it easier to
match content with the expectations of different client groups.

The same techniques can also indicate trends in customer behavior. They provide
insights that support planning for future changes in customer needs. As a result,
the data supports making decisions that aim to improve how companies relate to
their clients.

“Al techniques for data analysis
allow businesses to review
customer feedback as it comes in.”

%y
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Chapter III.

Real-World Applications and Use Cases

Optimizing Product Development

Al-driven data analysis is essential for staying competitive. It reveals gaps in
product-market fit and helps businesses refine their offerings based on real
customer demands. Businesses that resist these insights will fall behind
competitors who adapt quickly.

Topic Modelling

Manually sorting customer feedback is inefficient. Al-powered topic modeling
instantly identifies key trends like pricing concerns and feature requests, allowing
businesses to act quickly. Ignoring this approach means missing valuable insights.

Enhancing Customer Support

Fast and efficient customer service is a must. Al-powered tools speed up
responses, solve issues faster, and let human agents focus on more complex
problems. Companies that rely only on manual support risk slow service and
frustrated customers.

“Al-driven data analysis reveals gaps in product-market
fit and helps businesses refine their offerings based on
real customer demands.”
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Chapter III. \

Real-World Applications and Use Cases . =

Driving Marketing Strategy

Al is revolutionizing marketing by making campaigns smarter and more precise.
Instead of relying on outdated mass marketing, businesses can now use Al to
tailor messages that resonate with specific audiences. Companies that embrace Al
can craft highly targeted campaigns, improving customer engagement and brand
loyalty.

Beyond personalization, Al helps predict market trends and customer behaviors,
giving businesses a competitive advantage. It enables proactive decision-making,
ensuring that marketing strategies stay ahead of shifting consumer demands.
Those who ignore Al's potential risk falling behind in an industry where data-
driven insights are no longer optional but essential.

Integrating Across Business Functions

Keeping departments separate slows progress. Al-driven VOC data should be
shared across sales, marketing, and product teams to improve decision-making.
Businesses that don't integrate these insights will face inefficiencies and missed
opportunities.

“Al helps predict market trends and customer behaviors,
giving businesses a competitive advantage.”
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ChapterIV.

Challenges and Ethical Considerations

Data Privacy and Security

Handling customer data responsibly is crucial. Businesses must comply with
privacy regulations and implement strong security measures to protect sensitive

information.
Al systems often use anonymized data to ensure privacy while still extracting

meaningful insights.

Mitigating Bias and Ensuring Fairness

Al models can reflect biases in the data they analyze. To prevent skewed results,
businesses need to use diverse datasets and continuously monitor Al outputs.
Human oversight is also key to ensuring fairness and transparency in Al-driven
decisions.

Maintaining Accuracy and Reliability

Regular validation of Al systems helps ensure accuracy. Businesses must compare
Al-generated insights with real-world outcomes and make adjustments when
needed. By continuously refining Al models, companies can maintain high levels of
trust and reliability in their VOC analysis.

"Al must balance innovation with ethical responsibility."
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Chapter V.

Future Outlook: Transforming B2B Customer Insights

The Evolving Role of Al in B2B Marketing

Al methods for processing data are expected to be used more widely in enterprise
software companies. In the future, these systems will handle larger sets of data with
less human involvement. Companies plan to use these systems to review more
information in a shorter time.

Predictive analysis from these methods will help forecast changes in customer
behavior. Managers will have a clearer view of what clients may require later. The
approach provides a way to plan ahead based on current observations.

Predictive Analytics

Al is moving beyond real-time feedback analysis and into predictive insights.
Predictive analytics uses historical VOC data to anticipate customer behaviors—such
as identifying at-risk customers before they churn or forecasting which product
features will drive the most demand. By leveraging these insights, businesses can
proactively address concerns and fine-tune their strategies before issues arise.

\ S} "Al-powered VOC analysis is
; ﬂ Y becoming the new standard in B2B."
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Chapter V.

Future Outlook: Transforming B2B Customer Insights

The Importance of Human-Al Collaboration

Human insight remains necessary when working with data from Al systems. Experts
check the observations produced by the systems and add their experience to the
review. This cooperation ensures that decisions are based on both technical data and
practical knowledge.

Team members working with Al tools will continue to have a role in decision making.
Their judgment helps determine the best steps based on the information received.
The process includes both automated and manual review.

Preparing for a Data-Driven Future

Companies plan to invest in training staff to work with Al tools and in upgrading
their data systems. Preparing the technical side of operations helps the systems run
smoothly. Managers are also reviewing methods for planning responses to changes
seen in customer feedback.

Upgraded systems will allow teams to work with data more efficiently. This

preparation will support operations that depend on accurate customer input and
timely responses.

“The future of B2B insights lies in human-Al collaboration,
balancing automation with expert review.”
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Conclusion

Generative Al changes the way customer feedback is processed in enterprise
software companies. The techniques discussed offer methods to work with large
amounts of unstructured data and produce observations that help managers adjust
strategies.

At the same time, challenges like data privacy and Al bias must be carefully
managed. With the right balance of Al and human oversight, businesses can unlock
new opportunities to improve customer experiences and drive growth.

“With the right balance of Al and
human oversight, businesses can
unlock new opportunities to )
improve customer experiences R\, %

and drive growth.”

See our webinar on Al and VOC: marketing.peerspot.com/ai
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