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Typical Amazon Comprehend use cases

Automation
of email

workflows

Customer
support tickets

routing

Documents
and media

tagging

Intelligent
document
processing

Customer
sentiment
analysis

Contact
center call

analysis

Personally
identifiable
information

(PII) detection
and redaction



© 2020, Amazon Web Services, Inc. or its affiliates. All rights reserved.

Discovering insights 
with McDonald’s



Objective 
Understand the voice of customer from internal surveys and social media to 
continuously enhance customer experience at McDonald’s

Make customer feedback actionable

2018 2019

61 million
surveys complete

17 million
open comments

65 million
surveys complete

20 million
open comments



Multiple data sources with customer feedback

Understanding complex social media comments

“I went to the McDonald’s in Chicago 
today. I ordered a burger, it was good.  
The fries were cold.”

Designing for global scale, multiple language, and 
product variances

Challenges



Text analytics solution that can be customized to fit McDonald’s needs

Why Amazon Comprehend

Available as a 
managed service (API) 
with continuous 
learning models

Support for various 
European and Asian 
languages, required 
for global scale of 
McDonald’s

Integrates with our 
existing global data 
ecosystem in AWS

In-house models 
can supplement 
Amazon Comprehend



Amazon Comprehend: Text analytics 

I  went  to the 
McDonald ’s  in  
Chicago today.  I  
ordered a  burger ,  
i t  was good.  The 
f r ies  were cold .  

N a m e d  E n t i t i e s
M c D o n a l d ’ s  :  O r g a n i z a t i o n
C h i c a g o  :  L o c a t i o n
T o d a y  :  D a t e

K e y p h r a s e s
M c D o n a l d ’ s

C h i c a g o
t o d a y
b u r g e r
f r i e s

S e n t i m e n t
P o s i t i v e

L a n g u a g e
E n g l i s h



McDonald’s voice of customer: Architecture

Amazon 
Comprehend

Coreferencing 
& sub-

comment 
breakdown

In-house 
models for 
enhancing 
accuracy

Operational 
reporting

ETL 
processing

Amazon S3 Amazon 
Redshift

1 2 3 4 5



Voice of customer: Analysis
I went to the McDonald’s in 
Chicago today. I ordered a 
burger, it was good. The 
fries were cold.

I went to the McDonald’s in 
Chicago today. I ordered a 
burger, burger was good. The 
fries were cold.

Coreferencing

I went to the McDonald’s 
in Chicago today. I ordered 
a burger, burger was good. 
The fries were cold.

• I went to the McDonald’s 
in Chicago today

• I ordered a burger
• Burger was good
• The fries were cold

Sub-comment 
breakdown

• I went to the 
McDonald’s in 
Chicago today

• I ordered a burger
• Burger was good
• The fries were cold

Sentiment Analysis—
Comprehend

• I went to the McDonald’s in 
Chicago today—Neutral

• I ordered a burger—Neutral 
• Burger was good—Positive 
• The fries were cold—Neutral

In-house sentiment 
model (state of art)

• I went to the McDonald’s in 
Chicago today—Neutral

• I ordered a burger—Neutral 
• Burger was good—Positive
• The fries were cold—Negative



Voice of customer: Visualized analytics

Satisfaction 72% 11,244 12,567 84%

Friendliness 69% 16,743 20,842 82%

Cleanliness 51% 2,307 2,498 71%
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Use cases enabled

Promotions insight

Customer feedback 
from CSAT and social 
media has influenced 
Limited Time Offers 
and product testing

Drive-thru insight

Customer satisfaction 
scores for speed and 
accuracy were impacted 
by special orders and 
incorrect sauces

COVID insight

By listening more deeply, 
we better understood our 
customer experience in drive-
thru and the impact of proper 
use of PPE by our crew



Where do we go next? 

Expand voice of 
customer program to 
other markets and 
languages

Expand usage to 
other internal 
functions 

Leverage insights 
around Limited 
Time Offers



Resources to get started

www.aws.amazon.com/comprehend/resources

http://www.aws.amazon.com/comprehend/resources


Thank you!
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