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Settings

Why did you give us this rating?

Topics Overview

How far should you

Usage: 19.9% (593)
‘ e I I ‘ l e I I I rl | I I ; Overall: 19% (565)
|

Design: 15.3% (G83)
Functionality: 14.7% [437)

¢ ° Affordability: 10.7% (317)
Features: 6.6% (125)
Durability: 5.4% (162]

Ease of use: 2.6% (76)
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(A shiny Al chatbot!)

Engagement is dropping. What should
we build next to win customers back?

Another The three basic
Ya“Y.P"OQf aml features that drive

dissatisfaction the most:




G Caplena

/0% of data questions are never asked
pbecause the effort to find help or
request a follow-up analysis is perceived
as too high.

ThoughtSpot / Internal Industry Analysis
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If a question about customer behavior is raised
during a weekly meeting, how much effort would
you put into answering it either during the

meeting or on the same day?

caplena.com

5min

20min

1h
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LLMs are this
superhuman thing
with a bunch of
cognitive issues.

Andrej Karpathy, 2025

https://www.youtube.com/watch?v=LCEmIiRjPEtQ



https://www.youtube.com/watch?v=LCEmiRjPEtQ
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1 hour - -
Train classifier

Find fact on web
6 min -

Count words In passage

36 sec

Answer question

4 sec -

Task duration (for humans)
where logistic regression of our data

GPT-3 9

predicts the Al has an 80% chance of succeeding

® GPT-2

Time horizon of software tasks
different LLMs can complete 80% of the time
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LLM release date

|
2021

Log Scale 80% Success

|
2026

https://metr.org/blog/2025-03-19-measuring-ai-ability-to-complete-long-tasks/
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From Insight Chat to Agent

O1 Iterative problem solving

@ B 02 Has tools at hand
Analysis Agent

Orchestrates analysis, calls tools 03 Can take Actions

Tools: Generic Analysis | Breakout Analysis
L General Data Analysis | Help

r Delegates to # Passes to ﬁ

Driver Analysis

Metadata Agent Response Agent

Returns column/topic metadata Formats user-facing response

Passes to
G )
Chart Agent
\T ools: Structured Visualization )

https://www.linkedin.com/pulse/so-what-agentic-insights-really-ga-caplenas-co-founders-caplena-hpssf/
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Can | trust the numbers?

: ° + Al quality score: 83
* Updated Al assignments
L ] [ ] [ ] o @ @ L ] [ ]

arrive in 2 min.

The friendliness of the inflight crew never reached cruising altitude.
Snacks were surprisingly varied and affordable though!

CREW @ SNACKS SNACKS
Friendliness Price Selection

1



History

Today
For each of the top...

For each of the top...

For each of the top...

&

What questions about the project ABM EU AIRPORT do you have today?

LD be [IQ Al-Generated

AR

(=)



* |f a question about customer behavior is raised during
a weekly meeting, how much effort would you put into
answering it either during the meeting or on the same

day?

caplena.com

e 5MIn

« 20mMin

 1h
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CaplenAir # Client-feedback

* Channels

C

Kelly Parker
@Caplena what do passengers from Europe say about snacks?

#* insights

& client-feedback

* Direct messages

A Adam
{1 Emily

Caplena
Europeans are more happy with snacks on-board (90% sign.)

FOOD & BEVERAGES: Snacks

More details, including 2 charts.

Kelly Parker

A

U Create a report on the Food & Beverages experience on-board.

Compare Europe to the other operating areas.

Caplena
Ok. Let me create a report ... [l

Ask anything...
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From 50 legacy reports to
One Insights Hub

~© Lufthansa

« Caplena Agent embedded through iFrame

« 100s of ad-hoc questions answered per month

K+ 20+ 600+

caplena.com

Customer
Insights
Hub

+ Home/News

~ NPS

B\ Customer Satisfaction
B AdHoc Researcl h

) Trends

A Review Platforms

¢ Social Media

== Benchmarking &
Industry Insights

A Howto

[ PSTOpen Comments

Home

WELCOME TO THE
CUSTOMER INSIGHTS HUB

Powered by the Customer Insights Team

METHODS AND
TOOLS

2030 Goals and how
we want to achieve it?

Explore customer feedback TRENDING NEWS
{ G VS

from various sources

Check out new trends of main

or minor competitors

<

LUFTHANSA GROUP

WHAT'S
NEW?

Discoverwhat is new Customer Insights
on the Hub | Team

AD HOC REPORTS

[ J
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A Central Brain bringing
user insights into the
room

« Skipped dashboards and went with agents first

« Shared #insights channel on Slack accessible to
everyone

4M 4

Daily active users Languages

caplena.com

17



1. Give me a summary of the responses

2. What's the most common topic

3. What is the biggest driver for dissatisfaction in Business Class?

4. For the top 3 most most common aircraft types in the data, what are the the
biggest complaints.

5. Send a weekly report on Food and Beverage topics to catering@caplenair.com
with trends.

6. Notify aircraft-security@caplenair.com on any security-relevant aspects and
passenger-rights@caplen-air.com on any topics related to EU261 passenger

G Caplena

3d rights regulation.
/. Put the recent topic trends into context with market and public relation
information. 8
8. Create a report for every country and share it with the following groups: ...
1d 9. Create execution plan for top 3 revenue driving and top 3 cost reduction
measures for next quarter per country, with revenue impact per class. 7
3h 6
= 5
3h e
= 4
©
O
h | © 3
O
S 2
2
10min =
o
£
= 1

Tmin

2023 2024 2025 2026 2027
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Three core takeaways

Research shows 60-80% of
business intelligence
dashboards go unused or
underutilized.

https://sranalytics.io/blog/business-intelligence-dashboards/

caplena.com

46% of Al PoCs scrapped
before reaching production,
lacking data quality top
concern in half of the cases

https://www.ciodive.com/news/Al-project-fail-data-SPGlobal/742590/

Putting things into context
and doing sanity checks
remains a crucial
(human) task.

20



Thank youl!

Scan the QR Code to receive a copy of the presentation.
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----- @ AR

— BRIy © Lufthansa V4 V4.

Beiersdorf  FLiXBUS {swisscom - ..

LI N TERNATIONAL wd - 3-1=110

21



	Slide 1
	Slide 2
	Slide 3
	Slide 5
	Slide 6: 70% of data questions are never asked because the effort to find help or request a follow-up analysis is perceived as too high.
	Slide 7
	Slide 8
	Slide 9:   
	Slide 10: From Insight Chat to Agent
	Slide 11
	Slide 12
	Slide 14
	Slide 15
	Slide 16: From 50 legacy reports to One Insights Hub
	Slide 17: A Central Brain bringing user insights into the room
	Slide 19
	Slide 20: Three core takeaways
	Slide 21

