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Customer centricity demands that the customer is the focal point of all decisions related to delivering products, 

services, and experiences, to create customer satisfaction, loyalty and advocacy.
- Gartner

Customer centricity is vital across the spectrum from B2B to B2C businesses 
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$62B per year in lost business due to poor customer experience alone  - Forbes

Top 3 reasons why companies 

proactively manage & invest in 

customer experience

These 3 reasons positively 

impact bottom-line revenue

Two thirds of consumer loyalty and 

spending decisions are based on 

emotional factors. 

For customers, feelings are facts. 

Any metric that does not account for 

this aspect of human nature 

is fundamentally flawed.

50% of companies say the leading influences for their digital transformation 

initiatives are improving customer experience & customer satisfaction - PWC
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• Thousands of SaaS solutions

• Thousands of feature groupings

• Varying complexities & pricing 
models

• Lack of expertise to identify the 
‘right’ solution the aligns with the 
business’ unique needs and budget

• Customization & integration 
uncertainties

Features?

Security?

Scalability?

Cost?

RIGHT

SOLUTION?

Emojot has addressed this challenge...
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WHY?

• Enterprises need to listen to their customers’ 
experiences across their journeys

HOW?

• Measure customer feedback →
Rapidly deploy touchpoint surveys across the 
customer lifecycle

• Monitor customer satisfaction & loyalty with 
sophisticated real-time analytics

• Analyze CX data leveraging Generative AI for 
actionable insights and recommendations
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▪ Unleash brand creativity to deliver appealing 
respondent experiences

▪ Fast: Set-up in hours, not weeks or months

▪ Effective: Solves “survey fatigue”

▪ Intelligent: Context aware and journey-centric

▪ Flexible: Covers multiple use cases

www.emojot.com/iwd2020

Emojot is the coolest, easiest, 

quickest survey I have ever seen! 
– CEO, Calvin Klein

▪ Skip logic: Simple to highly complex

▪ Recommendations: Score-based decision tree 
models





11© COPYRIGHT EMOJOT INC. 2023

How satisfied are you with the efficiency of the call center?

Region A Region HRegion C Region D Region E Region F Region G Region IRegion B

How satisfied are you with the courteousness of our 
call center officer?

How would you rate your overall satisfaction?
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Custom KPIs can be defined on the Emojot 

platform. Assume the KPIs are defined as 

Communication, Trust, Ease and Expertise. Then 

the KPI analysis can be done based on gender, age 

category, location, etc. KPI score trend analysis is 

also available.

Analysis by gender

Analysis by age category

Analysis by location

Central Eastern UvaSouthern WesternNorthern

Gen Z Millennials Boomers Gen X
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NPS analytics can be drilled down by 

store/region/product.

NPS trends can be compared against 

a benchmark.
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Monthly NPS view
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Department Level View

Trend analysis

Breakdown based on hierarchy
Pie chart views
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Word cloud

Comment categorization

Sentiment analysis
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Using the power of AI in 
combination with historical data, 
Emojot has the capability to 
suggest Generative Insights to 
help gain a competitive edge in 
the world.
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Sensor responses are reflected in the 

touchpoint journey. Segment-based journeys 

are checked to view more insights. 

Comparison by gender

Comparison by customer segmentation

Garage repair claims

Male Female

On-the-Spot claims
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Drilldown to 
“Garage 

Inspection” 
phase

The “Assessor visit 
time” experience 
touchpoint is 
negatively impacting 
the “Garage 
inspection” phase 
satisfaction.

Search textual 
responses for 
more insights

Assessor visit time

Cost approved

3.2

Garage Inspection



20© COPYRIGHT EMOJOT INC. 2023



21© COPYRIGHT EMOJOT INC. 2023





Launched at an apparel manufacturer 

with $1B in revenue, 60,000+ associates 

across 38 plants in 6 countries 

Deployed at $1B software 

product company with 800+ 

customers across 90 countries



Deployed at a 20+ year 

multidisciplinary engineering 

company with ~50 employees

Deployed at a higher education 

institution with 10,000+ 

students

Deployed at a group of multi-

specialty tertiary hospitals with 

200+ beds

Deployed on the online portal 

of a retail supermarket chain 

with 120+ outlets 
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▪ Formerly held leadership positions at 
Hewlett Packard, ProStor Systems, 
ActiveScaler, Lavante, and 
FutureDial. 

▪ B-EE with highest honors - Georgia 
Institute of Technology; MBA with 
distinction - Carnegie Mellon 
University

Frank Harbist

President, CEO

& Board Member

Shahani Markus

Founder, CTO

& Chairperson 

▪ Formerly at IBM TJ Watson, Prescient 
Markets, Virtusa, ICT Agency of Sri 
Lanka, and University of Moratuwa

▪ BS (Computer Science & Mathematics); 
MS (Mathematics); MS (Computer 
Science); PhD (Computer Science), 
Purdue University USA

Andun Gunawardene

Director, Engineering
BSEE First Class Honors

(University of Moratuwa)

Sach Ponnamperuma

Director, R&D
BSEE First Class Honors

(University of Moratuwa)

Manjula Dissanayake

Board Member
Ph.D. in Entrepreneurship

(University of Adelaide)

Headquartered 

in Silicon Valley, USA

Subsidiary in 

Colombo, Sri Lanka

9 US patent 

applications -

3 granted & 

6 pending 



www.emojot.com

info@emojot.com

Contact us for your 
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