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Agenda

1. About Touchwork

2. Understanding and Responding to Customer Feedback

3. Turning Audits into Actionable Items

4. AI Powered Reporting



About Us

● Voice of Customer (VoC) / Customer Experience (CX) 
solutions / Allergy Ordering, founded in 2007

● Major focus: Higher Education and Healthcare



Powering CX Success



How Feedback is Collected

TxtTapScan&Tell In-the-moment feedback
ShopandTell Mystery shopping
ReQuestIT In-room notifications
FixIT Problem reporting
SurveyIT Traditional surveys 
MarketIT Outbound marketing
CheckIT Inspections and audits
OrderIT Food allergy ordering



Using AI to 
Understand and 

Respond to Customer 
Feedback



Sentiment

At a glance, 
sentiments easily 
identify happy or 
unhappy customers



Responding to Customers
Quick and easy email responses



Uncovering Trends 

Understanding overall how your 
program is performing with 
simple questions.  



Types of questions to ask vs. sifting through data:

● What employee received the most praise this month.
● What food do customers want to see more of?
● What were the biggest complaints this month?
● What special were the students most excited about this week?
● Are there new concepts students are asking for?
● What location has the most complaints this month?
● What location had the most positive feedback this month?

Actionable Items from 
Large Amounts of Data



Using AI toTurn 
Audits into 

Actionable Items



Audit and Inspections 

● Collecting information from mystery shopping, 
FOH, and BOH audits

● Large amount of data being collected
● How do you turn large amounts of data into 

actionable items?



Make Sense of Data

Mystery Shopping and Audits
provide large amounts of data.
 
Touchwork’s platform uses AI to 
aggregate and analyze guest 
feedback, providing actionable 
insights  



Staff Recognition and Training

Identify employees that deserve 
praise as well as employees who 
might need additional training.   



Reduce Risk

Understand safety issues 
that need to be addressed  



Weekly Meetings/Morning Huddles

AI tools help streamline operations by analyzing service quality, 
tracking performance, and identifying inefficiencies in real time.  



AI Powered 
Reporting



Daily, Weekly, Monthly Reports

Touchwork's automated reporting:

● Provides data driven insights
● Analyzes large volumes of data 
● Identifies key performance indicators (KPIs) and emerging 

issues across various locations.
● Creates time savings and efficiencies
● Eliminates manual data collection and reporting tasks
● Allows campus administrators to focus on strategic 

decision-making and proactive interventions based on 
real-time trend analysis.



THANK YOU
Questions?

Let’s Connect!

Jennifer Wood
Vice President, Business Development
Touchwork
jennifer.wood@touchwork.com
LinkedIN: 
https://www.linkedin.com/in/jennifer-wood-0575253/
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