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What makes us different?

( )
Rational — readily observable - what

\most organizations focus on

Emotional — the behavioral tie
breaker in decision making

Subconscious — constantly |

processing clues in our experiences ) @
N

Experience Psychology — the human \‘ “EI

operating system \
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Seven critical questions to create loyal Customers that
produce ROI

1. How well are we measuring Customers °
AUTHENTIC emotions?

2. Whatis the customer REALLY feeling entering our
Customer experience?

3. What are their authentic emotions during our
experience?

4. What is the peak emotion they are feeling?
5. What is the end emotion they are feeling?

6. What is evoking these emotions? Recognize that
sometimes these are subconscious.

7. Are customers feeling the emotions that drive
value for us?
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Poll

What are your main concerns around Facial Emotion
Recognition:

a) It's expensive

b) It's not accurate

c) It's too difficult to interpret the results
d) I don’t understand it

e) I have concerns over privacy issues
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...but what creates memory is
emotion

Organizations are focusing

on the rational side of the
experience...

RATIONAL
SHOPPING
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or less of the data that businesses Yet, 99% of behavior is driven by

have on on customers is emotion

emotional...
Source: Crowd Emotion
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Do you want to be blind
about the digital experience
if more and more customers
are going down that route?

N
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Before organizations had to
rely on surveys

Ldakeley

Or face to face interviews for
feedback & insights.
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More and more organizations are exploring ways to
use the facial recognition technology

Delta ©

[ ]

Follow

Welcome to Terminal F in ATL: The first fully
biometric terminal in the US. Soon,
customers with direct international flights will
have the option to use facial recognition
technology to check-in, drop off bags, move
through security and board. Learn more:
dl.aero/6016rAfsp

Walmart wants to monitor shoppers'
facial expressions

Jefferson Graham | USA TOOAY

Walmarts =

KFC in China tests letting people pay by
smiling

Ry waing your foce and celiphone rumber

Madison Square Garden Has Used Face-
Scanning Technology on Customers

Future Kias will read your emotions

Published on: December 21, 2018

What's the news?

More and more, the Consumer
Electronics Show (CES) in Las
Vegas is turning into America'’s

most important motor show, and

Thai 7-Eleven stores to adopt facial recognition
technology
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How Authentic Emotion Measurement
works?
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We distinguish between 7 basic emotions

Measure 7 Basic Emotions:
+ Joy

* Anger

* Surprise

Anger Sadness Disgust Fear °

Fear
 Sadness
* Disgust

* Contempt
A .

Contempt

..along with the degree of
confidence. The emotions are
based on 21 facial expressions.
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How we measure the Authentic Customer
Emotions to...
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When we assess a digital experience, we use a
combination of methods

We use a combination of the sensors below to provide a granular
understanding of the customers web experience at both a conscious
and subconscious level

EYE TRACKING
FACIAL EX.PRESSION ANALYSIS 1 R How do consumers navigate the
What emotlons.do cus.t(?mers feel @ website as they complete specific
as the_y are having a digital & = tasks? What attracts their
experience? Attention?
GALVANIC SKIN RESPONSE SELF-REPORT
What is the degree of emotional How easy do customers say a task
activation/arousal elicited by the is to complete? Which key
website task? attributes are the drivers of their
loyalty?
%?ﬁ’?%ﬁ?"éi‘é?&!a? A D) 15 \'g\{, Ie,e?rom)u |ug':;u
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GSR - Galvanic Skin Response

* GSR measures changes in electrical (ionic) activity
resulting from changes in sweat gland activity

* These are reflective of the intensity of our emotional
state / arousal e.g. emotional peaks (positive or
negative)

* The combination with GSR allows us to distinguish
the genuine emotions and their intensity.
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Eye Tracking

Eye tracking data can also deliver valuable insights
into consumers’ gaze patterns e.g.

* How long does it take visitors to find a specific
product?

* Where do your website visitors look? What do they
look at and how much time do they spend looking
atit?

* Together with Facial Recognition and GSR, Eye
tracking can also reveal how visitors felt when
looking at a visual scene / element?
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Authentic Emotion Measurement ...for content creators

Empower content
creators to know what
captures attention, causes
emotional reactions, and
creates memories.
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How we measure the Authentic Customer
Emotions to...
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Authentic Emotion Measurement ...using CCTV cameras

g PO v R T o A >
P T R
22 =

We could analyze
customer (and employee)
emotions in your store /
branch using recordings
from your cameras ....

...or we could install our
cameras and analyze the
emotions in real time

a
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Authentic Emotion Measurement ...in REAL TIME

We could get you real
time data about how your
customers feel

... SO you can equip your
customer service and
sales reps with instant
feedback about how they
make the customer feel...
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Privacy Laws
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What results do you get using Authentic
Emotion Measurement?

Beyond Philosophy, LLC
© All rights reserved. 2001-2019

www.BeyondPhilosophy.com



Data below show when
certain emotions are
evoked...
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Timeshare Website Experience Test

@ nNone @ sad @ Disgusted

Emotion distribution for face 0

s .:‘31 : 20 ‘wi S I‘,‘-' '} ' tké&!

Most of the time there were no emotions felt, but the
most common emotions were “Sad” and “Disgusted”
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Properties Offers Travel Club Bond info Solo Travel My Account
browse or book & promotions for the Bond & beyond useful information Bond Companions Club & preferences

9 Properties and availabili
What'’s the P v

difference .
between all Short notice / Points-free

Quick view availability

these Bond property map

options? Bond properties only What's the

difference
il ekl P between
o= ol these two
options?

HPB Tenancy Programme
HPB Tenancy property map
Site & Arrival Guides

Result' site offers & activities

Elevated ,
feeli ng of Refer a friend and Early Seasonal Specials Book your next

. receive a bottle of Alnwick Gin for all to enjoy! overseas Bond holiday today
d |Sg ust or your choice of £35 gift voucher
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Offers Travel Club Bond info Solo Travel My Account
& promotions for the Bond & beyond useful informaton Bond Companions Clud & preferences

DTTTTOTTE = /s A I 1L 0 1, 1§ WA U T3 ™ U ¥R I WIS W93 UWEr L - "
673‘!)3 ext:3295 - MOBILITY FRIENDLY L =

0 May N $| 2019
Week ro, Mo Ty We ™ L4 .
One-bedroom #3"w » Feeling sad. No
(63) » availability for the
Ground Floor Apartment - No Steps - Sieeps 2 +1 on sofa bed - Double Bedroom - Separate Walk in i Whole Of May
Shower - Galley Kitchen - Lounge/Dining Room - Sofa Bed - Terrace - Limited View - MOBILITY FRIENDLY - 2
Tek: 00 34 971 673903 - Ext: 3209 B Aallechut s S0 o ket June July
11 Avotaie ates 2 2
et August and
| CHECK AVAILABILITY
Two-bedroom #ha & w e September...
(D" Aradairy tor than property orly For foll s

Ground Floor Apartment - ADAPTED FOR WHEELCHAIR ACCESS - Sleeps 4 - 2 x Twin Bedrooms - Disabled
Shower Room - Next to Laundry & Early/Late departure Room - Overlooks Indoor Peol - Close to Tennis
Courts and Games Room some disturbance poss. (Esp during school holidays - No Own Parking - Own
Points - Tel: 00 34971 673503 Ext 3297

Start day: Tuesday

Two-bedroom
(D6)

Apt on 2 firs - Sips 4 +1 on sofa bed - Access via external steps to 15t fir - Double bedroom - Twin
bedroom - Small balconies - Sep bathroom - 2nd fir - Galley kitchen - Lounge/dining room - Single sofa
bed Sep sh-owvl m- Brs buony N-ct vwws over site to the sea - Close to Tennis Courts & Games

» — i . .
....------------.-....----------.----....----------.--
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Offers Travel Club Bond info Solo Travel My Account
browse or book & promotions for the Bond & beyond usedul méormation Bond Companions Clud & preferences

Reset "'—I. l

Location information: Please provid (with flight number/arrival time. .
! e i How do | do this?

| OVERVIEW |

1 property available matching your

t bookable online?

Two-bedroom Why change the 1 Yok bockable orteefor

o) Chan neI? 1 mﬂ'ﬂt call Reservations 138‘:;;22.‘
01638 666 262 :

Brownes Barbados 4C. 4th floor (top) apartment. Sleeps 4. Two twin bedrooms. Separate bathroom with
over-bath shower. Open-plan living/dining and kitchen area with ceramic h(‘ﬂ oven/m-wave/fridge-
freezer/washing machine/dryer. WiFi Satellite TV/OVD. French windows (no balcony). Lift to 3rd floor then
stairs Views over swimming pool/coastiine beyond. No smoking. NO CHILDREN UNDER

Start day

Start date / duration:

o« —— o) «“« p »

3 other properties at this location (not mat L

“7‘ e ! - v e e i e e o !

" S ‘. =
Dh . saso- ooy &
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Bond info Solo Travel My Account
for the Bond & beyond usedul méormation Band Companions Cub & preferences

Properties Offers

browse or book & promotions

s I © e (© e

Select location (cptions)

We have found the following fight results based on your seaech critera

Pickup point: Bricgetown || Dropoff point: London Gatwick || Dates: 22/05/2019 to 29/05/2019

Dricgetown
Is Jicense

Longon Gatwice

No results...
22 May 2019
29 May 2019 =
o/ Odays 4
Aodts (18+) 28 tistios w22,

QUINOX
Children (2-17yes) o

Infares (er 2) ot
[ SearcH > JEC

< Back to home

Need some help?

Calt 198 Travel Oub en 01638 e
666262,

- : R
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Summary

e [ts critical to measure the Authentic
Customer Emotions

* Old survey mechanisms are on decline
and have flaws

* Digital experience is ‘blind’ in many
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Questions?
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Interested to learn more?
Drop me a line, happy to talk!

)

B————

Zhecho Dobrev, Principal Consultant

zhecho.dobrev@beyondphilosophy.com
Mobile: +1 941 952 5816
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