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Customer Feedback in Market Research: Analysing Reviews to Improve a Real Business
[bookmark: _Toc223703938]Part 1: Student instructions
[bookmark: _Toc223703939]Introduction and purpose of the project 
In this project, you will take on the role of a junior market research assistant. Your task is to analyse real customer feedback from a business and identify important patterns in customer opinions, emotions, and experiences. Based on your findings, you will propose realistic recommendations that could help the business improve its services, products, or customer experience.
This project will help you understand how customer feedback is used in market research, especially in analysing customer satisfaction and sentiment. You will work with real data such as online reviews, questionnaires, interviews, and observations, and you will learn how to organise, interpret, and present this information in a clear and responsible way.
This project will also help you develop important vocational skills used in marketing, customer service, business, tourism, and retail professions.
[bookmark: _Toc223703940]Learning outcomes
By completing this project, you will be able to:
· collect and analyse real customer feedback
· identify positive, negative, and neutral customer sentiment
· identify recurring themes, customer needs, and problems
· use simple tables and charts to summarise results
· propose realistic business improvements based on evidence
· reflect on ethical and responsible use of customer data
[bookmark: _Toc223703941]Project scenario
Businesses regularly receive customer feedback through reviews, comments, and direct interactions. This feedback contains valuable information about customer satisfaction, expectations, and problems.
However, analysing large amounts of feedback can be difficult and time‑consuming. It requires careful reading, organisation, and interpretation to understand what customers really think and what should be improved.
Your task is to analyse customer feedback from a real business and make evidence‑based recommendations that could help this business improve the customer experience.
[bookmark: _Toc223703942]Step-by-step project instructions
You must complete all steps in the order described below.
[bookmark: _Toc223703943]Pre-reading and preparation
Before you start the main project tasks, you will complete a short pre‑reading pack based on freely available materials:
· Introduction to Market Research (open textbook, eCampusOntario) – Module 1: What is market research and why does it matter?, and parts of Module 2: Steps to designing a market research project.​
· A short “Fundamentals of market research techniques” guide (PDF) focusing on basic methods (surveys, interviews, observation) and sampling.​
· A short section on ethical issues in marketing research.
Your tasks:
· Read all assigned sections.
· For each reading, write a short summary (150–200 words) in your own words describing:
· the main ideas of the text
· one concrete example of how these ideas could apply to your chosen type of business (for example, café, hotel, shop).
[bookmark: _Toc223703944]Step 1: Review key concepts from the readings
Before starting your project, review your notes and summaries from the assigned readings on:
· what market research is and why it matters
· common methods for collecting customer feedback (online reviews, surveys, interviews, observation)
· basic steps of designing a simple research project (defining a problem, choosing methods, planning data collection)
· ethical and responsible use of customer data
After reviewing your notes, write a short reflection (250–300 words) answering:
· What is market research and why is it important for businesses?
· Which methods can be used to collect customer feedback, and what are the advantages and disadvantages of at least two of them?
· Why is it important to plan your research (for example, by defining an objective and data collection plan) before you start?
· What ethical rules should you follow when collecting and using customer feedback in your project?
[bookmark: _Toc223703945]Step 2: Prepare your concept note
Before collecting data, you must prepare a concept note. This helps you plan your project and ensures you collect useful and appropriate data.​
Your concept note must include:
Business selection
Choose a real business. Examples include:
· café or restaurant
· retail shop
· hotel or hostel
· gym or sports centre
· online store
· service provider (hairdresser, repair shop, travel agency, etc.)
You may choose a business you already know (for example, one you visit regularly), or another business that has enough publicly available feedback.
Research objective
Explain what you want to learn. Examples:
· understand overall customer satisfaction
· identify common complaints or service problems
· evaluate the customer experience in a specific area (for example, cleanliness, staff behaviour, speed of service)
Data sources
Choose at least two of the following sources:
· Mandatory: online customer reviews (Google Maps, TripAdvisor, Booking, Yelp, Facebook page, etc.)
· Option 1: short questionnaire (5–10 questions) distributed to at least 10 respondents (online or paper) (Annex A)
· Option 2: short semi‑structured interviews (3–5 customers or potential customers) (Annex B)
· Option 3: structured observation of customer experience (for example, observing service process for 1–2 hours using an observation sheet) (Annex C)
Data collection plan
Explain:
· how many reviews or feedback examples you will collect in total (minimum 30–40 if available; minimum 20 if the business has fewer reviews)
· which additional method you will use (questionnaire, interviews, or observation) and how many people or sessions you plan to include
· what information you will record for each feedback item (for example, date/source, short summary, sentiment, main theme)
Before you start collecting data, carefully check your concept note yourself and with your group. Make sure your business has enough feedback available, your objectives are clear, and your data sources and minimum numbers are realistic for the time you have.
[bookmark: _Toc223703946]Step 3: Collect customer feedback data
You must collect real customer feedback from your chosen sources. You can work individually on this task or in a group (3-4 students).
You must collect:
· at least 30–40 customer reviews or feedback examples (if available; otherwise at least 20) from publicly available online sources
· plus feedback from at least one additional method:
· minimum 10 completed questionnaires, or
· minimum 3 interviews, or
· at least one structured observation session (1–2 hours, with notes)
For each feedback item (review, questionnaire response, interview, observation note), record in a table:
· the source (Google review, questionnaire, interview, observation, etc.)
· the date (if available)
· a short summary or the exact feedback text (for online reviews, you may copy the text but do not include names)
· your initial classification of overall sentiment (positive, negative, or neutral)
· key points or themes mentioned (for example, staff friendliness, speed, cleanliness, product quality, price, atmosphere)
Focus on identifying:
· customer satisfaction
· customer complaints
· repeated issues or praise
· customer expectations
Important rules:
· use only real, publicly available data or data you collect directly through questionnaires, interviews, or observation
· do not invent or simulate data
· do not include private or sensitive personal information (for example, full names, contact details)
· if you use quotes, remove or change any personal identifiers
[bookmark: _Toc223703947]Step 4: Analyse customer sentiment and identify patterns
After collecting the data, you will analyse the feedback.
You must:
1) Categorise sentiment
· Check each feedback item and confirm your classification as positive, negative, or neutral.
· Count how many items fall into each category.
· Present your results in:
· a simple table (for example, “Number of positive/negative/neutral feedback items”), and
· one bar chart (for example, using Excel or another simple tool, or drawn neatly by hand).
2) Identify patterns and themes
· Define 4–6 main themes based on your data (for example: staff behaviour, speed of service, cleanliness, product quality, price, atmosphere, location, etc.).
· For each feedback item, assign one or more themes. You can do this in your table by adding a “Theme(s)” column.
· Count how many times each theme is mentioned. Present this in a frequency table (for example, “Number of feedback items mentioning each theme”).
· Write a short analysis (400–600 words) in which you:
· describe at least two recurring positive themes (for example, “friendly staff”, “pleasant atmosphere”)
· describe at least two recurring negative themes (for example, “slow service”, “high prices”)
· include a few short, anonymised quotes or summaries as examples
· explain what these patterns tell you about the strengths and weaknesses of the business
3) Compare data sources
· Write a short comparative note (250–300 words) explaining:
· whether the different sources (for example, online reviews vs questionnaires or interviews) show similar or different results
· whether customers mention the same problems in different sources
· what might be the reasons for any differences (for example, different types of customers, different time periods, different questions)
· Optional (if time allows): calculate simple percentages (for example, percentage of positive reviews, percentage of feedback mentioning a specific theme).
[bookmark: _Toc223703948]Step 5: Propose business recommendations
Based on your analysis, propose at least four recommendations that the business could implement.
For each recommendation, explain:
· the problem or strength identified (linked to a theme)
· evidence from customer feedback (numbers and/or quotes)
· the recommended action (what the business should do)
· expected improvement (what might change if the recommendation is followed)
· possible challenges or limitations (for example, cost, staff, time)
Your recommendations must be realistic, feasible, and clearly connected to your analysis. The total length of this section should be 600–800 words.
[bookmark: _Toc223703949]Step 6: Reflect on ethical considerations
Write a reflection (400–600 words) answering:
· What ethical issues arise when using online reviews, questionnaires, interviews, or observations for research?
· How can researchers protect the anonymity and privacy of customers?
· What is the risk of misrepresenting or misinterpreting customer feedback?
· Why is it important to present findings honestly and avoid manipulating data?
You may use examples from your project (for example, situations where you had to decide what to include or exclude).
[bookmark: _Toc223703950]Final project submission
You must submit your project in one of the following formats:
1. Option 1: Written report
1,800–2,200 words including:
· introduction and project objectives
· description of methods and data sources
· data analysis (tables, charts, and written interpretation)
· business recommendations
· ethical reflection
2. Option 2: Slide presentation
12–15 slides with speaker notes, including:
· context and objectives
· data sources and sample
· key findings (with charts/tables)
· recommendations
· ethical considerations
3. Option 3: Video presentation
7–10 minutes, supported by slides or visual aids, covering the same elements as the slide presentation.
Estimated project duration
The project will take approximately 50 hours (including in‑class and out‑of‑class work):
· Pre‑reading and preparation: 6–8 hours
· MOOC review and reflection: 6–8 hours
· Concept note and planning: 6 hours
· Data collection: 10–12 hours
· Data coding, tables, and charts: 8–10 hours
· Written analysis and recommendations: 8–10 hours
· Ethical reflection and revision: 4–6 hours
[bookmark: _Toc223703951]What you will learn from this project
You will learn how to:
· collect and analyse customer feedback using different methods
· understand and classify customer sentiment
· identify key themes, needs, and problems from real data
· support business decisions using evidence
· use customer data responsibly and ethically
These skills are useful in many careers, including marketing, customer service, business, tourism, and retail.



[bookmark: _Toc223703952]Part 2: Teacher instructions
[bookmark: _Toc223703953]Purpose of the project
This project helps students apply basic market research concepts in a real‑world vocational context. Students collect and analyse real customer feedback from a chosen business and then propose evidence‑based recommendations to improve the customer experience.
The project focuses on:
· understanding customer feedback and sentiment
· using simple research methods (online reviews, questionnaires, interviews, observation)
· identifying patterns and themes in qualitative data
· proposing realistic improvements for a real business
· reflecting on ethical and responsible use of customer data
The project is designed to be self‑sustainable: students can complete all steps independently using the written instructions. Your involvement is optional and can be adapted to your institutional context.
[bookmark: _Toc223703954]Teacher role
You may choose to use this project as:
· a self‑study assignment completed mostly outside class
· a structured project‑based learning activity integrated into your course
· a basis for presentations and assessment of vocational competences
Your role is flexible. Possible teacher activities include:
· introducing the project and clarifying expectations (if you have class time)
· pointing students to the reading pack or suggesting equivalent open materials
· offering optional feedback on students’ concept notes (business choice, data sources, feasibility)
· demonstrating, with a few examples, how to classify feedback into sentiment (positive/negative/neutral) and themes
· supporting students who struggle with designing questionnaires/interview guides or coding data
· facilitating peer feedback and class discussion after student presentations
· using the project outputs (reports/presentations) for formative or summative assessment
Important: students do not need formal approval at any step to complete the project. Any teacher guidance is supportive, not required.
[bookmark: _Toc223703955]Suggested implementation timeline
The project is estimated at approximately 50 hours of student work (in and out of class). You may adapt it to your timetable.
A possible classroom‑based structure:
Session 1 (project launch, 60–90 min)
· Briefly introduce the idea of market research and customer feedback.
· Present the project scenario and steps.
· Walk through the reading pack (or your chosen open materials).
· If time allows, show 3–5 example online reviews and ask students to classify them by sentiment and theme together.
Between sessions (self‑study, several hours)
· Students read the assigned open materials and write short summaries.
· Students complete the Step 1 reflection.
· Students draft their concept note (business, objectives, data sources, plan).
Session 2 (methods and planning, 60–90 min)
· Optional: review typical student business choices and highlight feasibility issues (e.g. “choose a business that actually has enough reviews”).
· Give a short example of a simple questionnaire or interview guide and discuss good vs. weak questions.
· Students refine their concept notes and data collection instruments.
Between sessions (data collection and coding, 10–20 hours)
· Students collect online reviews and additional data (questionnaires, interviews, observation), following the minimum numbers given in the student instructions.
· Students code sentiment and themes and start building tables/charts.
Session 3 (analysis clinic, 60–90 min)
· Discuss common difficulties in classifying sentiment and themes.
· Show one or two “borderline” examples and ask students how they would code them.
· Students work on their analysis and ask questions as needed.
Between sessions (writing and reflection, 10–15 hours)
· Students write their analysis, recommendations, and ethical reflection.
· Students prepare their final report, slide deck, or video.
Session 4 (presentations and feedback, 60–120 min)
· Selected groups or individuals present their projects.
· Peers and teacher ask questions and provide feedback.
· As a class, compare findings across different businesses (common customer issues, differences between sectors, etc.).
· You may compress or extend this timeline depending on your course.
[bookmark: _Toc223703956]Guidance on data collection (addressing “how to collect data”)
In the student version, data collection is clearly specified so students are not limited to “scraping Google Maps”. You can emphasise the following points if you work with them:
· Students must choose at least two data sources, for example:
· online reviews (Google Maps, TripAdvisor, Booking, Yelp, Facebook, etc.)
· a short questionnaire (5–10 questions, at least 10 respondents)
· 3–5 short semi‑structured interviews (or role‑play interviews if real customers are not accessible)
· structured observation of the customer experience (1–2 hours with an observation sheet)
· Minimum quantities are defined in the student instructions (e.g. 30–40 reviews if available, otherwise at least 20, plus questionnaires/interviews/observation).
· Students must record each feedback item in a table with:
· source,
· date (if available),
· short summary or text,
· sentiment,
· theme(s).
You can support this by:
· providing a simple table template (spreadsheet or paper)
· showing an example of how to fill in 3–5 rows from a real or fictional business
· This directly addresses the comment that “it is not clear how students should collect data”.
[bookmark: _Toc223703957]Guidance on analysis (no AI; clear manual process)
The project now makes clear that students manually read, classify, and interpret feedback; no AI is required or assumed.
If you support them, you can:
· Model the process with a few example reviews:
· underline key phrases
· decide if the overall tone is positive/negative/neutral
· decide which themes are present (e.g. price, service, quality)
· Emphasise that analysis includes both quantitative (counts, simple percentages, bar charts) and qualitative elements (quotes, stories, themes).
· Encourage students to:
· create one table for sentiment (numbers and percentages)
· create one table for themes (numbers and percentages)
· write a narrative explanation that links numbers to examples.
You may also provide guiding questions such as:
· Which themes are mentioned most often?
· Are positive and negative comments about the same themes, or different ones?
· Do different data sources (reviews vs. questionnaires) show the same problems?
[bookmark: _Toc223703958]Assessment criteria 
You can use the project for assessment by adapting the criteria below. Percentages are suggestions.
1. Data collection quality (25%)
Look for:
· sufficient quantity of feedback (approximate minimums met)
· at least two data sources used
· data recorded clearly and systematically (tables, notes)
· respect for ethical rules (no sensitive personal data, anonymised quotes)
2. Analysis quality (30%)
Look for:
· correct and consistent sentiment classification (positive/negative/neutral)
· clear and meaningful themes (4–6 relevant categories)
· use of tables and at least one simple chart
· interpretation that goes beyond description (students explain what the patterns mean for the business)
3. Business recommendations (25%)
Look for:
· at least four recommendations
· each recommendation clearly linked to evidence from the data
· realistic and feasible actions for the chosen business
· explanation of expected improvements and possible challenges
4. Ethical reflection (20%)
Look for:
· awareness of privacy and anonymity issues
· understanding of potential misinterpretation or bias
· reflection on how they selected, presented, and used customer feedback
· concrete examples from their own project, not only general statements
You may use these criteria for grading, or simply as a feedback framework.
[bookmark: _Toc223703959]Supporting students (typical difficulties and how to help)
Students may struggle with:
· choosing a business with enough accessible feedback
· designing simple, clear questionnaire or interview questions
· deciding whether a review is positive, negative, or neutral
· creating meaningful themes instead of very general or very narrow ones
· linking recommendations clearly to their data
You can support them by:
· suggesting they avoid businesses with very few reviews
· giving sample good/bad questions for questionnaires and interviews
· working through a few “borderline” reviews as a group and discussing why different interpretations are possible
· helping them group similar points into broader themes (e.g. “staff friendliness” and “rude staff” under “staff behaviour”)
· asking: “Which recommendation is supported by which data? Can you point to a table or quote?”
Try to guide students with questions and examples rather than giving them ready‑made interpretations.
[bookmark: _Toc223703960]Ethical supervision
If you are involved in the project, ensure that students:
· use only publicly available reviews, or data that participants have knowingly provided (e.g. questionnaires, interviews)
· remove or anonymise any names or details that could identify individuals
· do not fabricate data to “fill gaps”
· do not present other people’s ideas or texts as their own (no copy‑paste from websites)
Encourage students to think of themselves as responsible “junior researchers” and to treat customer comments with respect, even when they are negative or emotional.
[bookmark: _Toc223703961]Expected learning impact
After completing the project, students should:
· better understand how customer feedback informs business decisions
· gain practical experience in collecting and organising data from real sources
· develop basic skills in analysing qualitative feedback and presenting results
· be able to propose realistic improvements for businesses based on evidence
· be more aware of ethical issues in using customer data for research and decision‑making
You can connect this project to modules in marketing, customer service, tourism, retail, entrepreneurship, or general vocational skills.

[bookmark: _Toc223703962]
Annex 1: Sample customer questionnaire (5–10 questions)
Students can use this as is, or adapt wording to their business.
Instructions for students 
Use this questionnaire with at least 10 respondents who have used or could realistically use the chosen business (for example, café, shop, hotel). You may distribute it on paper or online. Keep responses anonymous.
Questionnaire title:
Customer experience survey – [Business type/name]
Intro text:
We are students conducting a small research project about customer experience. Your answers are anonymous and will only be used for educational purposes. The questionnaire takes about 5 minutes.
Questions:
1. How often do you visit/use this type of business?
☐ First time
☐ A few times per year
☐ About once a month
☐ Several times a month
☐ At least once a week
2. Overall, how satisfied are you with this business?
1 = Very dissatisfied
2 = Dissatisfied
3 = Neither satisfied nor dissatisfied
4 = Satisfied
5 = Very satisfied
3. Please rate the following aspects:
(1 = very poor, 5 = excellent)
· Quality of products/services: 1 2 3 4 5
· Friendliness of staff: 1 2 3 4 5
· Speed of service: 1 2 3 4 5
· Cleanliness and atmosphere: 1 2 3 4 5
· Value for money (price vs quality): 1 2 3 4 5
4. In your opinion, what is the best thing about this business?
Open question: __________________________
5. What is the main thing that should be improved?
Open question: __________________________
6. Have you ever had a negative experience with this business?
☐ Yes
☐ No
If yes, please describe briefly: __________________________
7. How likely are you to recommend this business to a friend or colleague?
0–10 scale (0 = not at all likely, 10 = extremely likely)
8. Any other comments or suggestions?
Open question: __________________________
Students can select 5–10 of these, or use all.
[bookmark: _Toc223703963]Annex 2: Semi‑structured interview guide (3–5 customers)
Instructions for students (to include in annex)
Use this guide to conduct 3–5 short interviews (5–10 minutes each) with customers or potential customers. You can also role‑play interviews with classmates if access to real customers is not possible. Always ask for permission before starting, and keep answers anonymous.
Intro script (to say or show):
“We are students working on a school project about customer experience in [business type]. We would like to ask you a few questions about your experience. Your answers are anonymous and will only be used for educational purposes. The interview will take about 5–10 minutes. Is that okay for you?”
Core questions (ask all):
1. Can you briefly describe your last experience with this business (or a similar business)?
2. What do you like most about this business?
3. What do you like least or what bothers you the most?
4. Have you ever had a particularly good or particularly bad experience here? Can you describe what happened?
5. If you could change one thing about this business to improve your experience, what would it be?
6. Would you recommend this business to others? Why or why not?
Optional follow‑up prompts:
“Can you tell me more about that?”
“How did that make you feel as a customer?”
“Has this happened more than once, or was it just one time?”
Students should take notes during or immediately after the interview, capturing key points and exact phrases where possible (without names).
[bookmark: _Toc223703964]Annex 3: Structured observation sheet (1–2 hours)
Instructions for students (to include in annex)
Use this sheet to observe the customer experience in the chosen business for 1–2 hours. You should be a regular customer or visitor; do not disturb staff or customers. You are observing general patterns, not judging individuals.
Observation details:
· Date: __________
· Time (from–to): __________
· Location / Business: __________
Section A: General environment
1. Cleanliness (floor, tables, counters, toilets if visible)
☐ Very poor
☐ Poor
☐ Acceptable
☐ Good
☐ Excellent
Notes: __________________________
2. Atmosphere (noise level, music, temperature, lighting, overall comfort)
☐ Very poor
☐ Poor
☐ Acceptable
☐ Good
☐ Excellent
Notes: __________________________
3. Visual presentation (products, menus, information signs, displays)
☐ Very poor
☐ Poor
☐ Acceptable
☐ Good
☐ Excellent
Notes: __________________________
Section B: Staff behaviour
Observe interactions between staff and customers.
4. Greeting and welcoming
Are customers greeted when they arrive?
☐ Almost never
☐ Sometimes
☐ Often
☐ Almost always
Notes / examples: __________________________
5. Friendliness and politeness
☐ Very unfriendly
☐ Sometimes unfriendly
☐ Neutral
☐ Usually friendly
☐ Very friendly
Notes / examples: __________________________
6. Helpfulness and information
Do staff answer questions clearly and help customers choose?
☐ Very poor
☐ Poor
☐ Acceptable
☐ Good
☐ Excellent
Notes / examples: __________________________
7. Section C: Service process and waiting times
7. Approximate number of customers present (average during observation):
☐ 0–5
☐ 6–10
☐ 11–20
☐ 21+
8. Waiting time for service (choose a few customers and estimate):
Customer 1: approx. ____ minutes
Customer 2: approx. ____ minutes
Customer 3: approx. ____ minutes
Notes: __________________________
9. Visible problems in the process (for example, long queue, confusion, mistakes, delays):
☐ None observed
☐ Some minor problems
☐ Several clear problems
Notes / examples: __________________________
Section D: Customer reactions
Observe a few customers’ reactions (body language, comments):
Did you notice customers looking satisfied (smiling, relaxed, positive comments)?
Notes: __________________________
Did you notice customers looking dissatisfied (complaining, frustrated, leaving quickly)?
Notes: __________________________
Section E: Overall impression
11. In a few sentences, summarise your overall impression of the customer experience during your observation:
· 
· 
·  Based on your observation, what are the main strengths and main weaknesses of this business?
Strengths: ________________________________________
 Weaknesses: ______________________________________
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