
Understanding Customer Sentiment for Top Brands on Amazon

Customer reviews make or break online purchases.

Here at Grepsr, extracting customer reviews from Amazon (other ecom platforms are
available) is one of the most common use-cases.

Our dataset contained Amazon reviews of 12 external monitors from three leading
brands — Dell, HP and LG — across Amazon’s US and UK webstores. We extracted the
following data fields for each of the 12 products:

Analyzing the overall reviews counts, it was clear that all three brands had a fairly equal
market share. The average ratings and reviews distribution by rating (1.0 to
5.0) are also pretty similar across the board.
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Analyzing the Most Reviewed Product (in our Dataset)

HP VH240a 23.8-Inch Full HD Monitor was the highest-reviewed product in our dataset
with 3,559 reviews, and an average rating of 4.27. A verified purchase ratio
of ~100% across all ratings enforced the quality of our dataset for further analysis.



Rating over time

The monitor received a average quarterly rating high of 4.40 during Q4 of 2019, and had
been on a downward trajectory ever since, which could be due to a few factors,
including:

Better alternatives, either within the same brand or a competitor

Newer technologies, and better hardware specifications elsewhere, etc.

Helpfulness of reviews

The “likes” count in every Amazon review is a good indicator of whether or not a review
has helped potential buyers make informed decisions.

Based on the percentage of reviews that were deemed “helpful”, it is clear that a higher
percentage of users found the negative reviews the most helpful during their buying
process. The percentage was calculated as:

Number of reviews that were marked helpful * 100 / Total reviews for that rating



However, when considering the actual number of “likes”, the reviews of the two
extremes (ratings of 5.0 and 1.0) seem the most helpful.

Speakers and audio quality dominate customer opinions

Based on the word cloud generated for the good reviews, customers are generally
“happy” with the “quality” of their purchase, with “speakers”, “sound”, “screen” and
“picture” frequently mentioned. Customers also seem to like the monitor for “home”,
“office” and “gaming” purposes, and are willing to “recommend” it to their contacts.

On the other hand, dissatisfied customers appear to be having “issues” with its “sound”,
“power” and “cable”, and would “return” it.

With “speakers” featuring prominently in both review groups, we can infer that it is one
feature that is polarizing customers.

This is just one example of the kind of actionable analysis possible with the quality data
that Grepsr provides. Analysts can perform further in-depth analyses to extract even
more insights, which can be pivotal in driving informed decisions.
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