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Authentic	Emotion	Measurement	

Using	Facial	Emotion	Recognition	A.I.	
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Who	is	Beyond	Philosophy?	
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Published	6	books	on	CX	 Gratefully	Recognized	As:	

Links	with	Academia	
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What	makes	us	different?		
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Rational – readily observable - what 
most organizations focus on 

Emotional – the behavioral tie 
breaker in decision making 

Subconscious – constantly 
processing clues in our experiences 

Experience Psychology – the human 
operating system 
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Source: Professor Daniel Kahneman 4	
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Seven	critical	questions	to	create	loyal	Customers	that	
produce	ROI	
1.  How	well	are	we	measuring	Customers	‘	

AUTHENTIC	emotions?	
2.  What	is	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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Source: Crowd Emotion 
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•  You want know how customers really feel? 
•  You want to be able to test the experience with 

customers without relying on rational responses? 
•  You want to increase sales by having instant 

feedback about customer reactions to stimuli? 
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More	and	more	organizations	are	exploring	ways	to	
use	the	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	
•  Fear	
•  Sadness	
•  Disgust	
•  Contempt	
	 …along	 with	 the	 degree	 of	
confidence.	 The	 emotions	 are	
based	on	21	facial	expressions.	
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Source: iMotions 
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How	we	measure	the	Authentic	Customer	
Emotions	to…	

•  …assess	your	digital	experience?	
•  …assess	your	marketing	content?	
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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	

15	

GALVANIC	SKIN	RESPONSE	
What	is	the	degree	of	emotional	
activation/arousal	elicited	by	the	
website	task?	
	

EYE	TRACKING	
How	do	consumers	navigate	the	
website	as	they	complete	specific	
tasks?	What	attracts	their	
attention?	

FACIAL	EXPRESSION	ANALYSIS	
What	emotions	do	customers	feel	
as	they	are	having	a	digital	
experience?	

SELF-REPORT	
How	easy	do	customers	say	a	task	
is	to	complete?	Which	key	
attributes	are	the	drivers	of	their	
loyalty?	
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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	
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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	
at	it?	

•  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	
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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…	

•  assess	your	Physical	/	F2F	experience?	
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Authentic	Emotion	Measurement	…using	CCTV	cameras	
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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	
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Authentic	Emotion	Measurement	…in	REAL	TIME	
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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?	
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Data	below	show	when	
certain	emotions	are	

evoked…	

Source: iMotions 
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Timeshare	Website	Experience	Test	
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None Sad Disgusted 

Most	of	the	time	there	were	no	emotions	felt,	but	the	
most	common	emotions	were	“Sad”	and	“Disgusted”	
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What’s the 
difference 

between all 
these 

options? What’s the 
difference 
between 
these two 
options? 
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What’s the 
difference 
between 
these two 
options? 

Result:  
Elevated 
feeling of 
disgust 
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Feeling sad. No 
availability for the 

whole of May, 
June, July, 
August and 

September… 
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Not bookable online? 
Why change the 

channel? 

How do I do this? 
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I give up… 
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Summary	

•  Its	critical	to	measure	the	Authentic	
Customer	Emotions	

•  Old	survey	mechanisms	are	on	decline	
and	have	flaws	

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

Zhecho	Dobrev,	Principal	Consultant		
zhecho.dobrev@beyondphilosophy.com	
Mobile:	+1	941	952	5816	


