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customer:complaints 
Executive Summary 
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Introduction 
 
?8#$!&)(1'*$+!.(!/3:/5(!+.6#17B!
!
@)(.%$((! 3$/0$+(! #/9$! 3'%6! /&F%':3$06$0! 1#.(! /0/6$4! $9$%! :#$%! .1! -+'9$(! 1'! ;$! .%&'%9$%.$%14!
('*$1.*$(!$9$%!%'%($%(.&/37!!"#/1H(!+$*/+F/;3$!/;')1!1#.(!-#.3'('-#5!.(!#':!:$33!.1!#/(!(1''0!)-!1'!
1#$! 1$(1! '2! 1.*$7! ! ! 8#+')6#! $&'%'*.&! ($/! &#/%6$(! /%0! 1$&#%'3'6.&/3! /09/%&$*$%1(4! 1#$! -+$9/.3.%6!
:.(0'*!&'%1.%)$(!1'!0.&1/1$!1#/1!.2!5')!1+$/1!/!&)(1'*$+!:$334!1#$5!/+$!*'+$!3.F$35!1'!&'*$!;/&F!/%0!
;)5!/6/.%7! ! @$&/)($! +$1/.%.%6!/! &)(1'*$+! .(! 2/+!*'+$! &'(1T$22$&1.9$! 1#/%!/&E).+.%6! /!%$:!'%$4! 1#.(!
-'3.&5!(-$/F(!0.+$&135!1'!-+'2.1/;.3.15!.%!;+/%0!;).30.%67!
!
C1!(1/%0(!1'!+$/('%4!1#$%4!1#/1!.2!/!&)(1'*$+!0'$(!%'1!$%X'5!/!(*''1#!+.0$4!1#$5!+$-+$($%1!/!-'1$%1./3!
1#+$/1!1'!1#$!;+/%07!!J!-+'0)&1!2/.3(!1'!*$$1!$,-$&1/1.'%(4!/%0!/!9'.0!+$*/.%(!:#$+$!/!%$$0!(#')30!
#/9$!;$$%!*$17!!C%!1#$!/;($%&$!'2!1#/1!&'*2'+14!1#$!&)(1'*$+!.(!&'*-$33$0!1'!&'*-3/.%7!
!
W$'-3$!&/%!;$!9$+5!&+$/1.9$!/%0!0'66$035!-$+(.(1$%1! .%! 2.%0.%6!')13$1(! 2'+! 1#$.+! &'*-3/.%1(7! !8#.(! .(!
%'1#.%6! %$:4! ;)1!:#/1! .(! &#/%6.%6! %':/0/5(! .(! 1#$! $%9.+'%*$%1! .%!:#.&#! &'%()*$+(! &/%! +$6.(1$+!
1#$.+! 0.((/1.(2/&1.'%7! ! C%! D>==4!*/%5! &)(1'*$+(H! &'*-3/.%1(! /+$! -);3.&4! .%0$3.;3$4! /%0! )31.*/1$354! /!
-'1$%1./3!;)(.%$((!/(($17! !<%3.F$! 1#$!$/+3.$+!0/5(!'2! 1#$! C%1$+%$14! 1#$!0./3'6)$!;$1:$$%!;+/%0(!/%0!
&'%()*$+(! .(!'*%.T0.+$&1.'%/34!*'+$!'-$%!1'!-$$+! .%23)$%&$4!/%0!*)&#!*'+$!$*;3$*/1.&!'2!/! 1+)$!
&'**)%.157!!J%0!:.1#!($/+&#!E)$+5!0/1/!1'!E)/%1.25!1#.(!-+'-$%(.15!1'!&'*-3/.%4!:$!&/%!-+'-$+35!&/%!
(.R$!)-!1#$!*/+F$1.%6!'--'+1)%.15!:.1#.%!1#.(!0./3'6)$7!
!
8#$!&3.&#Y!1#/1!1#$!:$;!.(!?6'.%6!('&./3B!$22$&1.9$35!*$/%(!1#/1!-$$+!.%23)$%&$!'%3.%$!#/(!2.%/335!;$6)%!
1'! +$($*;3$! .1(! '223.%$! $E).9/3$%17! ! K'%()*$+(! ;$%$2.1! ;5! /&E).+.%6! /! %$:! 9'.&$! '2! +$/('%! .%! 1#$.+!
-)+&#/($!0$&.(.'%(!V!:.1#!Z!')1!'2!=>!3.(1$%.%6!1'!1#/1!9'.&$7!!!J%0!&'*-/%.$(!;$%$2.14!;$&/)($!1#$5!
%':!#/9$!/!();(1.1)1$!2'+!-/%$3!()+9$5(4!2'&)(!6+')-(4!'-.%.'%!-'33.%6!V!/33!1#$!.*-$+2$&1!1''3(!1#$5!
)($!1'!$,1+/&1!&'%()*$+!.%(.6#1(7!
!
So, how about we do away with the stigma of the complainer?  If we stop and listen to 
these complaints once in a while, we might learn something. 
!
8#$!$*;+/&$!'2!'%3.%$!+$9.$:(!:.1#.%!;+/%0(H!/%0!+$1/.3$+(H!'%3.%$!$%9.+'%*$%1(!#/(!$9$%!-+'*-1$0!
$N/+F$1$+!1'!-+'&3/.*!1#$!0/:%!'2!?/!*'+$!$%3.6#1$%$0!/--+'/&#!1'!#/%03.%6!%$6/1.9$!&'**$%1([!
1#$!/&F%':3$06*$%1!1#/1!'&&/(.'%/3!%$6/1.9$!+$9.$:(!0'!%'1!#)+1!(/3$(7B!!"#$%!-':$+$0!;5!.%(.6#1(!
2')%0! .%! '%3.%$! &'%9$+(/1.'%4! E)/3.15! /(()+/%&$! /%0! &)(1'*$+! ($+9.&$! ;$&'*$! &'*-$1.1.9$!
/09/%1/6$(4!/%0!/00!9/3)$!1'!*/+F$1.%64!2.%/%&$!/%0!-+'0)&1!0$9$3'-*$%17!!8#.(!/--+'/&#!&/%!1')&#!
9.+1)/335!$9$+5!/(-$&1!'2!1#$!;)(.%$((7!
!
@5!';($+9.%6!;$#/9.'+/3!-/11$+%(!:#$%!)(.%6!($/+&#!$%6.%$(4!/%0!1#$%!3.(1$%.%6!1'!:#/1!&'%()*$+(!
(/5!'%&$!1#$5!2.%0!1#$!+.6#1!2'+)*!2'+!1#$.+!2$$0;/&F4!;+/%0(!&/%!0$3.9$+!/!;$11$+!$,-$+.$%&$!2'+!/33!'2!
)(!V!:#.&#!:.33!6.9$!)(!/!3'1!3$((!1'!&'*-3/.%!/;')17!
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8#+')6#')1!1#.(!$%1.+$!+$-'+14!:$!/(F!')+!+$/0$+(!1'!+$*/.%!*.%02)3!'2!/!9$+5!.*-'+1/%1!0.(1.%&1.'%I!
K'*-3/.%1!L)$+.$(!/+$!%'1!&'*-3/.%1(4!-$+!($7!!"#$%!/!&'%()*$+!/&&$(($(!/!($/+&#!$%6.%$!/%0!.%-)1(!
/!K'*-3/.%1!L)$+54!1#.(!6$%$+/335!(.6%/3(!1#$.+!.%1$%1!1'!2'+*/335!+$6.(1$+!/!&'*-3/.%14!/%0\'+!;+':($!
&'*-3/.%1(!+$6.(1$+$0!;5!'1#$+!&'%()*$+(7!!"#.3$!1#$+$!$,.(1!/!%)*;$+!'2!9$+;(!/%0!/0X$&1.9$(!:#'($!
-+$($%&$! .%! /! ($/+&#! E)$+5! *.6#1! /&1)/335! &'*-+.($! /! &'*-3/.%1! ]$767! ?C! #/1$! *5! K#$9+'3$1!
*$&#/%.&B^4!:$!0'!%'1!&'%(.0$+!1#.(!15-$!'2!($/+&#!/&1.9.15!1'!*'0$3!1#$!/2'+$*$%1.'%$0!&'%()*$+!
.%1$%17! !8#$!K)(1'*$+!K'*-3/.%1!C%0$,!.(! .%1$%0$0!1'!#$3-!;+/%0(!0$9$3'-!'+6/%.R$0!/--+'/&#$(!1'!
*/%/6.%6!&'*-3/.%1(!V!/%0!.%!%'!:/5!0'!:$!&3/.*!1'!#/9$!1#$!*/6.&!2'+*)3/!1'!$3.*.%/1$!1#$*!/33!
1'6$1#$+7&
!
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Objective 
 
N'(1!-)+&#/($T'+.$%1$0!;$#/9.'+!'%!1#$!:$;!;$6.%(!:.1#!/!($/+&#!$%6.%$7=!!C%!1#$!-+'&$((!'2!*'9.%6!
1':/+0(! -)+&#/($4! /! -+'(-$&1.9$! &)(1'*$+! 3''F(! 1'! $0)&/1$! #.*! '+! #$+($32! 2+'*! /33! /%63$(4! :#.&#!
'21$%!.%&3)0$(!/!+$9.$:!'2!-);3.&!&'*-3/.%1(!/;')1!;+/%0(7!!8#$($!&'*-3/.%1(!/+$!-'(1$0!;5!$,.(1.%6!
&)(1'*$+(4!*/%5!'2!:#'*!/3('!)($!($/+&#!$%6.%$(!1'!.0$%1.25!1#$!&#/%%$3(!.%!:#.&#!1'!-+'9.0$!1#.(!
2$$0;/&F7! ! @'1#! 6+')-(!)($! 1#$($!-);3.&! 2'+)*(! 1'! /&#.$9$!0.22$+$%1! $%0(4! /%0! 1#$.+! -+'-$%(.15! 1'!
($/+&#!2'+!1#$*!3$%0(!.%(.6#1!.%1'!#':!;+/%0(!&/%!;$11$+!*$$1!1#$.+!%$$0(7!
!
<(.%6! /! (/*-3$! '2! :$33TF%':%! 63';/3! ;+/%0(! /&+'((! /! 9/+.$15! '2! .%0)(1+.$(4! 1#.(! +$-'+1! ($1(! ')1! 1'!
$,-3/.%!1#$!%/1)+$!'2!1#.(!)%.E)$!($/+&#!;$#/9.'+!/%0!)%.25!.1!:.1#!'%3.%$!&'%9$+(/1.'%(!/;')1!;+/%0(7!!
J1!1#$!.%1$+($&1.'%!'2!1#$!Q$/+&#!/%0!"'+0T'2TN')1#!&#/%%$3(4!:$!2.%0!/!%)*;$+!'2!'--'+1)%.1.$(!2'+!
*/+F$1$+(!1'!&'%%$&1!:.1#!1#.(!#.6#35!$%6/6$0!/)0.$%&$!/%0!/00!9/3)$!1'!1#$!+$3/1.'%(#.-7!
!

Methodology 
 
8#.(! +$-'+1! /%0! .1(! 2.%0.%6(! +$9'39$! /+')%0! '%$! &'+$! *$1+.&I! ($/+&#! $%6.%$! E)$+.$(! +$3/1$0! 1'!
&'*-3/.%1(!/;')1!;+/%0(!]+$2$++$0!1'!1#+')6#')1!1#$!+$-'+1!/(!?K'*-3/.%1!L)$+.$(B^7!!8#.(!0/1/!:/(!
(')+&$0! $%1.+$35! 2+'*! A''63$H(! J0"'+0(! _$5:'+0! 8''3! ]-.&1)+$0! ;$3':^7! ! "#$%! *$/()+.%6! 1#$!
9'3)*$!'2!K'*-3/.%1!L)$+.$(!2'+!/!6.9$%!;+/%04!:$!.%&3)0$0!/!%)*;$+!'2!E)$+5!&'*;.%/1.'%(7!!<(.%6!
;+'/0! */1&#! ($11.%6(! .%! 1#$! _$5:'+0! 8''34! #':$9$+4! :$! :$+$! /;3$! 1'! /(($((! 1#$! +/:! 9'3)*$! '2!
K'*-3/.%1!L)$+.$(!)(.%6!(.*-35!1#$!(.%6)3/+!/%0!-3)+/3!9$+(.'%(!'2!`;+/%0a!b!`&'*-3/.%1](^a7D!!
!
P'+! 1#$! D>=>! 9$+(.'%! '2! 1#$! K)(1'*$+! K'*-3/.%1! C%0$,4!
1#$! 3.(1!'2!;+/%0(! .%&3)0$0! .%! 1#$!/%/35(.(!:/(!6$%$+/1$0!
;5!A''63$H(! ()66$(1.'%! /36'+.1#*!;).31! .%1'! 1#$! _$5:'+0!
8''37!!P'+!1#$!D>==!+$-'+14!0)$!1'!2)%0/*$%1/3!&#/%6$(!1'!
1#$! _$5:'+0! 8''3! ]($$! O.(&3/.*$+(! .%! 1#$! J--$%0.,^4! :$!
/;/%0'%$0! 1#.(! /--+'/&#! /%0! .%(1$/0! '-1$0! 2'+! /%!
.%&3)(.'%! -+'&$((! ;/($0! '%! /! *'+$! :.0$35T/&&$-1$0!
1/,'%'*5I! 1#$! @$(1! A3';/3! @+/%0(! +$-'+1! -);3.(#$0! ;5!
C%1$+;+/%07! ! ]P'+!*'+$!'%! C%1$+;+/%0H(!($3$&1.'%!-+'&$((4!
($$!c.*.1/1.'%(!;$3':7^!
!
J!1'1/3!'2!==>!;+/%0(!/+$!.%&3)0$0!.%!1#.(!/%/35(.(4!/!3.(1!&'*-+.($0!'2!$9$+5!;+/%0!1#/1!/--$/+$0!'%!
$.1#$+! 1#$! D>>Z! '+! D>=>! C%1$+;+/%0! 3.(1(7! ! 8#.(! /--+'/&#! /33':$0! )(! 1'! .%&'+-'+/1$! 5$/+T'9$+T5$/+!
&#/%6$(! .%!;+/%0!9/3)$! .%1'!')+!/%/35(.(4! .%! 1)+%!0+/:.%6!&'++$3/1.'%(!'%!#':!&)(1'*$+!&'*-3/.%1(!
/+$!+$3/1$0!1'!()&#!&#/%6$(7!

!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!
1 “The Virtuous Circle: The Role of Search and Social Media in the Purchase Pathway,” GroupM & comScore, Feb 2011. 
2 Search volume data was limited to queries recorded in the U.S. region, with English set as the default language. 
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!
d%&$!1#$!0$2.%.1.9$!3.(1!'2!;+/%0(!:/(!$(1/;3.(#$04!:$!0':%3'/0$0!1#$!+/:!0/1/!/%0!-/+($0!1#$!$%1.+$!
')1-)1!.%1'!/!(.%63$!(-+$/0(#$$1!0$3.*.1$0!/&+'((!1#$!2'33':.%6!9/+./;3$(I!
!
e!==>!)%.E)$!;+/%0(!]2'+!1#$!$%1.+$!3.(14!($$!J--$%0.,^!
e!N'%1#35!();1'1/3(!
e!O$(F1'-\c/-1'-!9(!N';.3$!0$9.&$(!
e!J09$+1.($+!K'*-$1.1.'%!
e!8'1/3!@+/%0$0!L)$+.$(f!
!
8#$($!9/+./;3$(!:$+$!/00$0!1'!C%1$+;+/%0H(!.%0)(1+5!&3/((.2.&/1.'%(4!3.(1$0!;$3':I!
!
e!J3&'#'3! ! ! e!J--/+$3! ! ! e!J)1'*'1.9$!
e!@$9$+/6$(! ! ! e!@)(.%$((!Q$+9.&$(! ! e!K'*-)1$+!Q'21:/+$!
e!O.9$+(.2.$0! ! ! e!S3$&1+'%.&(! ! ! e!S%$+65!
e!P.%/%&./3!Q$+9.&$(! ! e!PNKA! ! ! e!G'*$!P)+%.(#.%6(!
e!C%1$+%$1!Q$+9.&$(! ! e!c),)+5! ! ! e!N$0./!
e!U$(1/)+/%1(! ! ! e!Q-'+1.%6!A''0(! ! e!8';/&&'!
e!8+/%(-'+1/1.'%!
!
K$+1/.%! ;+/%0(! /+$! &'*-+.($0! '2! *'+$! 1#/%! '%$! ($/+&#! F$5:'+07! ! J*$+.&/%! S,-+$((! .(! /! 6''0!
$,/*-3$g! :#.3$!*'(1! -$'-3$! E)$+5! 1#$! F$5:'+0! ?/*$+.&/%! $,-+$((4B! /! (.6%.2.&/%1! -'+1.'%! )($! 1#$!
*'+$! &'33'E)./3! ?/*$,7B! ! C%! ')+! 9.$:4! ;'1#! /+$! +$23$&1.9$! '2! /:/+$%$((! '2! 1#$! (/*$! ;+/%04! /%0!
1#$+$2'+$4!;'1#!/+$! .%&'+-'+/1$0! .%1'!/! (.%63$!;3$%0$0! 2.6)+$7! ! P'+!'1#$+!;+/%0(! ()&#!/(!K.1.4!K'&/T
K'3/4! G/+3$5! O/9.0('%4! U/3-#! c/)+$%! /%0! h'3F(:/6$%4! 1#.(! /--+'/&#! :/(! .%(1+)*$%1/3! .%! -+'-$+35!
(.R.%6!)-!1#$!E)$+5!9'3)*$(!)($0!.%!')+!/%/35(.(7!
!
J&&'+0.%6! 1'!A''63$4! 1#$!J09$+1.($+! K'*-$1.1.'%!*$1+.&! +$23$&1(! 1#$! %)*;$+! '2! )%.E)$! /09$+1.($+(!
;.00.%6! '%! /! -/+1.&)3/+! F$5:'+07! !A''63$! 0'$(! %'1! $,-3.&.135! .0$%1.25! 1#$! 6$'6+/-#.&! '+.6.%(! '2! 1#.(!
*$1+.&4!;)1!')+!+$($/+&#!.%0.&/1$(!1#/1!.1!.(!;/($0!'%!c'&/3!].7$7!<%.1$0!Q1/1$(^!E)$+5!9'3)*$(7!
!

!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!
3 A Branded Query is defined as any search query containing the brand name, including Complaint Queries. 
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!

Key Conclusions 
!
@$3':!/+$!2.9$!F$5! .%(.6#1(4!;/($0!'%!1#$!($/+&#!1+$%0(!)%0$+35.%6!&'*-3/.%1!/&1.9.154!:#.&#!;+/%0(!
&/%! )($! 1'! /%1.&.-/1$! /%0! +$/&1! 1'! 1#$.+! &)(1'*$+(H! %$$0(7! ! S/&#! .%(.6#1! .(! 2'33':$0! ;5! ,I%/1(1/&
5%/'44%*:"+1'*,!'%!#':!.1!&/%!;$!-)1!1'!)($7!
!
!
GK& L'&4"='5& #5"*:& ,"M&4'5%& )'4I$"1*+& N0%51%,& +@"*& !'6'+"7! ! "$H9$! $(1/;3.(#$0! 1#/1! 1#.(! #.6#!
%)*;$+!%$$0!%'1!;$!9.$:$0!$%1.+$35!/(!/!%$6/1.9$g!6.9$%!1#/14!1#$!+$/3!E)$(1.'%!.(I!?G':!0'$(!8'5'1/!
-3/%!1'!#/%03$!1#$($!1$%(!'2!1#')(/%0(!'2!&'*-3/.%1(iB!
!
8#$!*'(1!.**$0./1$!'--'+1)%.1.$(!+$(.0$(!:.1#.%!1#$!K'*-3/.%1!L)$+.$(!1#$*($39$(7!!C2!8'5'1/!:$+$!
/09$+1.(.%6!'%!/33!K'*-3/.%1!L)$+.$(4!1#$5!:')30!#/9$!/&&$((!1'!0$1/.3$0!($/+&#!E)$+5!+$-'+1(!:#.&#!
:')30! .0$%1.25! .*-'+1/%1! *'0.2.$+(! /--$/+.%6! .%! 1#$! E)$+5! ]F$5:'+0(! '1#$+! 1#/%! ?8'5'1/B! /%0!
?&'*-3/.%14B!$767!;+/F$(4!/&&$3$+/1'+4!#'13.%$^7!!8#.(!:')30!-+'9.0$!;/($3.%$!&'%1$,14!/%0!8'5'1/!1#$%!
&')30! 0$39$! 0$$-$+! .%1'! 1#$($! 1$+*(!:.1#! /! ;+/%0!*'%.1'+.%6! 1''34! 1'! ;+'/0$%! 1#$! +$/&#! '2! 1#$.+!
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-+$((.%6!&'%&$+%(4!#$3-.%6!1'!+$('39$!1#$!&+.(.(!/%0!-)1!1#$!;+/%0!'%!1#$!-/1#!1':/+0!+$&'9$+57!
!
!
OK&3"*+"*:%5&4"*"A%:&+'&5%#'0*:&(5'4&"&/0,+'4%5&,%521/%&*1A@+4"5%P&#0+&*'+&#%('5%&"//040$"+1*A&
"&:%$0A%&'(&#":&I5%,,7! !".1#!/%!$/+! 1'! 1#$!6+')%04! 1#$5H0!#/9$! .0$%1.2.$0! 1#$! 1+$%0.%6! &'*-3/.%1(!
(''%$+!/%0!;$$%!.%!/!-'(.1.'%!1'!-)1!')1!(*/33!2.+$(!:.1#')1!/11+/&1.%6!/11$%1.'%7!
!
8#$!*.%02)3! /--3.&/1.'%!'2!"'+0T'2TN')1#!0/1/! &/%!#$3-!;+/%0(! &+$/1$!/! (1+/1$6.&! /(($1! ()&#!/(! /!
2'+)*4!;3'6!'+!&'**)%.15! .%!:#.&#! 1#$!;+/%0!/%0!&'%()*$+(!&/%!$%6/6$! .%!#'%$(1!0./3'6)$7! !M'1!
'%35! 0'$(! 1#.(! ;).30! &'%2.0$%&$! .%! 1#$! ;+/%04! .1! /3('! -+'9.0$(! .1! :.1#! /%! $22.&.$%1! 0.(1+.;)1.'%!
*$&#/%.(*! 2'+! &'**)%.&/1.'%! :.1#! /! 3/+6$+! /)0.$%&$7! ! C1H(! /! 2/+! *'+$! ()(1/.%/;3$! /--+'/&#! 1'!
&)(1'*$+! ($+9.&$! 1#/%! #/9.%6! 1'! -$+()/0$! &'%()*$+(! 1'! +$T$(1/;3.(#! 1+)(1! /21$+! /! :$33T-);3.&.R$0!
E)/3.15!2/.3)+$7!
!
!
8K& F0+'4'+12%& "*:& -$%/+5'*1/,& #5"*:,& ,"M& +@%& @1A@%,+& 5"+%& '(& ":2%5+1,%5& /'4I%+1+1'*& '*& +@%15&
)'4I$"1*+&N0%51%,7!!J%5'%$!&'*-$1.%6!.%!1#.(!(-/&$!(#')30!;$!3$9$+/6.%6!1:'!+$3/1$0!'--'+1)%.1.$(I!

/^!6+':.%6!1#$.+!;+/%0!/:/+$%$((!](#':.%6!/0(!%$,1!1'!&'*-$1.1'+(H!K'*-3/.%1!L)$+.$(^!
;^!;).30.%6!3'5/315!:.1#.%!1#$.+!;/($!;5!1/F.%6!.(()$(!#$/0T'%!]:.1#!/0(!(#':.%6!%$,1!1'!1#$.+!
':%!K'*-3/.%1!L)$+.$(^!

!
S9$%! .%! 1#$! 2/&$! '2! /! %$6/1.9$! $,-$+.$%&$4! /! 3'1! '2! &'%()*$+(! (1.33! +$1/.%! -'(.1.9$! /(-$&1(! '2! 1#$.+!
+$3/1.'%(#.-(!:.1#!;+/%0(7!!P'+!J)1'*'1.9$!/%0!S3$&1+'%.&(!;+/%0(!]/%0!9.+1)/335!/33!'1#$+(^4!1#$!'%3.%$!
0./3'6)$! ()++')%0.%6! /!;+/%0! 3$%0(! ()--'+1! 1'! .1(! 0$9$3'-*$%1!'2! /! -+'-$+! &+$/1.9$! (1+/1$657! ! P'+!
$,/*-3$4!:#/1!:')30!&/)($!/! 3'5/3! &)(1'*$+! 1'!&#/%6$!;+/%0(i! !"#/1! 15-$!'2! .%&$%1.9$!:')30!;$!
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+$E).+$0!1'!+$1/.%!1#$*i!!J!:$33T.%2'+*$0!&'**)%.&/1.'%(!(1+/1$65!.(!/!F$5!(1$-!1':/+0!;).30.%6!'+!
+$(1'+.%6!1#$.+!1+)(1!.%!1#$!;+/%07!
!
!
;K&?/D'*"$:Q,P&R05A%5&B1*A&"*:&'+@%5&S%,+"05"*+&#5"*:,& ,"M&%,I%/1"$$6&@1A@& $%2%$,&'(&)'4I$"1*+&
N0%56&"/+121+6&/'41*A&(5'4&4'#1$%&:%21/%,7!!8#$($!;+/%0(!1$%0!1'!;$!2'+:/+0T1#.%F$+(!.%!1#$!2.$30!'2!
*';.3$!*/+F$1.%64!;)1!6.9$%!1#$!%/(&$%&$!'2!*/%5!*';.3$!1$&#%'3'6.$(4!.%%'9/1.'%!.%!1#.(!(-/&$!&/%!
;$!/! +.(F5!$%0$/9'+7! !"#/1! 1#$5!%$$0! .(! ('*$!E)/3.1/1.9$! +$.%2'+&$*$%1! 1'! ()--'+1! 1#$.+!')1+$/&#!
.%.1./1.9$(!1'!*';.3$!&'%()*$+(7!
!
"#/1!:')30!;$!/!*'+$!&'*-$33.%6!'22$+I!QNQT;/($0!&')-'%!&'0$(4!/!-+'*'1.'%!+$:/+0.%6!&#$&FT.%(!
9./!P')+(E)/+$4!'+!/!-#'1'!&'%1$(1!9./!1#$!;+/%0H(!P/&$;''F!-/6$i!!N/+F$1$+(!:.33!'21$%!)($!/!9/+.$15!
'2!+$($/+&#!*$1#'0(!1'!63$/%!1#.(!F.%0!'2!.%2'+*/1.'%!2+'*!&'%()*$+(!V!;)1!;5!/(F.%6!1#$!E)$(1.'%(!
1#$*($39$(4! 1#$5! .%1+'0)&$! ;./($(! 1'! 1#$! $E)/1.'%7! ! @5! 6/.%.%6! /%! )%0$+(1/%0.%6! 2'+! #':! 1#$.+!
/)0.$%&$(!&#''($!1'!.%1$+/&1!:#.3$!1#$5H+$!%'1!;$.%6!:/1&#$0!;5!*/+F$1$+(4! .1! .(!-'((.;3$!1'!0$3.9$+!
+$/3!9/3)$[!.%(1$/0!'2!/!0.(+)-1.9$!*$((/6$!:#.&#!'%35!$3.&.1(!6+'/%(7!
!
!
TK&)'4I$"1*+,&"#'0+&F4"U'*7/'4&4'5%&+@"*&:'0#$%:&:051*A&+@%&@'$1:"6&,@'II1*A&,%",'*7! !"#.3$!
%'!'%$!.%!1#$.+!*/+F$1.%6!0$-/+1*$%1!')6#1!1'!;$!()+-+.($0!;5!1#.(4!'--'+1)%.1.$(!1'!3$9$+/6$!1#$($!
$%6/6$0!&)(1'*$+(!/+$!('*$1.*$(!2'+$6'%$!2'+!;)06$1/+5!+$/('%(7!
!
C%(.6#1!.%1'!($/('%/3!"'+0T'2TN')1#!1+$%0(!&/%!;$!/%!$(($%1./3!-/+1!'2!1#$!*$0./!-3/%%.%6!-+'&$((4!
/%0! +$1/.3$+(! /+$! /! 6''0! $,/*-3$7! ! K'*;.%$0! :.1#! 1#$! "dNT-':$+$0! /--+'/&#! 1'! &+$/1.9$!
*$((/6.%6! ]($$!jf!/;'9$^4! 1#$!/%1.&.-/1.'%!'2! (-.F$(! .%! (-$&.2.&! &)(1'*$+!%$$0(!$%()+$(! 1#/1!:#$%!
/00.1.'%/3!*$0./! +$(')+&$(! /+$!%$$0$0! 1'! &/-1)+$! 3':T#/%6.%6! 2+).1! '+! -)1!')1! 2.+$(4! 1#$!*'%$5! .(!
1#$+$!1'!0'!('7!!C1H(!/!()+$T2.+$!:/5!1'!*.1.6/1$!&'(1(!/%0!&/-.1/3.R$!'%!#.6#TUdC!'--'+1)%.1.$(4!-/00.%6!
1#$!$22.&.$%&5!*$1+.&(!'2!'%6'.%6!&/*-/.6%(7!
!
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!

Data & Analysis 
!

G7&!'+"$&)'4I$"1*+&N0%56&V'$04%P&4'*+@$6&
4"*)"&51+6-(&+$$1+)$&$",&7#($&8#709+*6$&:;,1*,(<&
!

!
C%!D>=>4!:$!(/:!*'+$!K'*-3/.%1!L)$+.$(!]k4D>f!*'%1#35^!/11/&#$0!1'!8'5'1/!1#/%!/%5!'1#$+!;+/%07!!
M'F./!:/(!/! &3'($! ($&'%0!:.1#!l4mmf!-$+!*'%1#7! !"#.3$! 1#$! 1'-! 1$%!;+/%0(! 2'+! 1#.(!*$1+.&! (#':!/!
0.9$+($! ($1! '2! %/*$(4! .1H(! :'+1#! -'.%1.%6! ')1! 1#$! +$3/1.9$! 0'*.%/%&$! '2! 1#$! J)1'*'1.9$! &/1$6'+5!
]P'+04!G'%0/4!N$+&$0$(T@$%R!X'.%!8'5'1/!.%!1#$!1'-!($9$%^7!
!
d1#$+!/)1'!;+/%0(!/--$/+!#.6#!.%!1#$!+/%F.%6(I!G5)%0/.!]=f^4!@N"!]DD^4!h'3F(:/6$%!]Dk^4!c$,)(!]f>^7!!
8#$!'%35!/)1'!*/%)2/&1)+$+!:.1#!R$+'!+$&'+0$0!K'*-3/.%1!L)$+5!/&1.9.15i!!P$++/+.7!
!
Automakers are on the Complaint Query front lines, with Restaurants not far behind. 
!
C%!/!&)(1'*$+T2/&.%6!;)(.%$((4!(''%$+!'+!3/1$+!5')H+$!6'.%6!1'!1)+%!('*$!-$'-3$!'227!!C1!/--$/+(!1#/1H(!
:#/1!.(!#/--$%.%6!.%!2''0!($+9.&$4!:.1#!N&O'%/30H(!]n^4!W.RR/!G)1!]l^4!@)+6$+!_.%6!]m^!/%0!_PK!]=D^!/33!
6/+%$+.%6!3'/0(!'2!K'*-3/.%1!L)$+.$(7!!8#$($!U$(1/)+/%1!;+/%0(!/33!(#':!/!(1+'%6!-+'2.3$!.%!/11+/&1.%6!
*';.3$!&'*-3/.%1!E)$+.$(!]($$!jn4!8'1/3!K'*-3/.%1!L)$+5!h'3)*$!2+'*!N';.3$!O$9.&$(4!*'%1#35^7!
!
C1! (#')30! ;$! %'1$0! 1#/1! 1#$($! +/:! 9'3)*$(! /+$! (#':%! .++$(-$&1.9$! '2! 1#$! ;+/%0(H! '9$+/33! E)$+5!
9'3)*$(7! !8#$!8'5'1/!;+/%04! 2'+! .%(1/%&$4!:/(!E)$+.$0!/3*'(1!=f!*.33.'%! 1.*$(!/!*'%1#!'9$+/33!'%!
/9$+/6$4!&'*-/+$0!1'!f7l!*.33.'%!2'+!M'F./7!!8#$!+$()31!.(!1#/1!M'F./!$,#.;.1(!/!*)&#!#.6#$+!(#/+$!'2!
1#$.+!@+/%0$0!($/+&#!E)$+.$(! 2'&)($0!'%!&'*-3/.%1(! ]($$!jD4!K'*-3/.%1!L)$+.$(!/(!/!Q#/+$!'2!8'1/3!
@+/%0$0!L)$+.$(^7!
!
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M$/+35!'%$T1#.+0!'2!1#$!;+/%0(! .%!1#.(!/%/35(.(! ]fo!1'1/3^!(#':$0!R$+'!K'*-3/.%1!L)$+.$(! .%!A''63$g!
1#$!*/X'+.15!'2!1#$($!;$3'%6$0!1'!1#$!J3&'#'34!c),)+5!/%0!PNKAn!.%0)(1+5!($&1'+(7!
!
!

O7&)'4I$"1*+&N0%51%,&",&"&3@"5%&'(&!'+"$&R5"*:%:&N0%51%,&
4"*)"&51+6-(&(+/&$",&"*=",($&01#0#1$*#6&#>&?1+6-,-&(,+1)"&@;,1*,(&*6&$",&>#17&#>&8#709+*6$&:;,1*,(<&
!

!
AB",&)"+1$&+5#C,&("#/(&$",&$#0&51+6-(D&7,+(;1,-&5E&8#709+*6$&:;,1*,(&0,1&FDGGG&?1+6-,-&:;,1*,(3H&
!
J(! 0.(&)(($0! $/+3.$+4! 1#$! +/:! 9'3)*$!'2! K'*-3/.%1!L)$+.$(! 0'$(! %'1! &'++$&1! 2'+! .*;/3/%&$(! .%! 1#$!
;+/%0H(!.%#$+$%1!($/+&#!9'3)*$7!!J21$+!/334!('*$!;+/%0(!/+$!(.*-35!($/+&#$0!2'+!3$((!2+$E)$%135!1#/%!
'1#$+(4!;5!9.+1)$!'2!1#$!.%0)(1+.$(!.%!:#.&#!1#$5!&'*-$1$!/%0!1#$!*/+F$1(!1#$5!($+9$7!!8#)(4!.1!.(!/3('!
:'+1#!3''F.%6!/1!K'*-3/.%1!L)$+.$(!/(!/!(#/+$!'2!/33!Q$/+&#!L)$+.$(!2'+!/!6.9$%!;+/%07!!Q.%&$!($/+&#!
/&1.9.15! +$23$&1(! /! &$+1/.%! +/--'+1! ;$1:$$%! 1#$! ;+/%0! /%0! .1(! (1/F$#'30$+(4! 1#.(! .(! /!*'+$! /&&)+/1$!
+$23$&1.'%!'2!#':!-+'*.%$%135!1#$!&)(1'*$+(H!&'*-3/.%1(!2.6)+$!.%1'!1#/1!+$3/1.'%(#.-7!
!
Financial Services saw the highest proportion of Complaint Queries, relative to 
overall Branded Queries. 
!
K3$/+35! 1#$! &#/%6$! .%! *$/()+$*$%1! (1/%0/+0! ;+.%6(! /;')1! /! 0.22$+$%1! -$+(-$&1.9$g! .2! %'1! 2'+!
N$+&$0$(T@$%R4!1#$!J)1'*'1.9$!.%0)(1+5!:')30!;$!&'*-3$1$35!/;($%1!2+'*!1#.(!3.(17!!C%!.1(!(1$/04!:$!
($$!1:'!P.%/%&./3!Q$+9.&$(!;+/%0(!/1!1#$!1'-!V!J33./%R!/%0!Q/%1/%0$+7!!A'30*/%!Q/&#(!/%0!JpJ!/--$/+!
(3.6#135! 2)+1#$+! 0':%! /1! %)*;$+(! 2.9$! /%0! (.,7! ! J6/.%4! U$(1/)+/%1! ;+/%0(! +.%6! .%! /! (1+'%6! (#':.%6!
]@)+6$+!_.%64!_PK4!N&O'%/30H(4!W.RR/!G)1^7!
!
"#/1! /+$! ('*$! $,-3/%/1.'%(! ;$#.%0! ('*$! '2! 1#$! ;+/%0(! /1! 1#$! 1'-! '2! 1#.(! 3.(1i! ! C%! 1#$! -/(1! 5$/+4!
J33./%R!#/(!&'*$!)%0$+!2.+$!2'+!9/+.')(!+$/('%(4!.%&3)0.%6!/!&3/((!/&1.'%!().1!;+')6#1!/6/.%(1!.1!.%!1#$!

!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!
4 FMCG (Fast Moving Consumer Goods) refers to retail goods that are generally consumed within a short amount of time, as 
opposed to durable goods or appliances.  In the U.S. we sometimes call these Consumer Packaged Goods (CPG). 
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<%.1$0! Q1/1$(4! /%0! /! -+';3$*/1.&! X'.%1! 9$%1)+$! .%! C%0./7! ! C1! .(! -'((.;3$! 1#/1! .%! 1#$.+! &/($4! %'! (.%63$!
$9$%1!$,-3/.%(! 1#$!#.6#! 3$9$3(!'2!K'*-3/.%1!L)$+5!/&1.9.157! !U/1#$+4! .1!*/5!;$!/! +$23$&1.'%!'2!/!<7Q7!
.%()+/%&$!.%0)(1+5!1#/1!#/(!&'*$!)%0$+!.%&+$/($0!(&+)1.%5!.%!1#$!:/F$!'2!1#$!2.%/%&./3!&+.(.(7!!J(!*'+$!
J*$+.&/%(!/+$!/22$&1$0!;5!1#$!$&'%'*.&!0':%1)+%4!.1!.(!%'1!()+-+.(.%6!1#/1!*/%5!&'%()*$+(!:')30!;$!
$*;'30$%$0! 1'! 3''F! *'+$! /66+$((.9$35! 2'+! -3/&$(! 1'! +$&'+0! 1#$.+! 0.((/1.(2/&1.'%7! ! ]M'%$! '2! 1#.(4!
#':$9$+4!&')30!(1'-!J33./%R!2+'*!&3.*;.%6!=n!(-'1(!1'!/!jlk!+/%F.%6!'%!1#$!D>=>!C%1$+;+/%0!3.(17^!
!
C%!1#$!&/($!'2!Q/%1/%0$+4!'%!1#$!'1#$+!#/%04!/!9$+5!0.22$+$%1!($1!'2!&.+&)*(1/%&$(!.(!.%!-3/57!!N')%1.%6!
0.((/1.(2/&1.'%! /*'%6! 1#$! 6$%$+/3! -);3.&!:.1#! 1#$! Q-/%.(#! ;/%FH(! &)(1'*$+! ($+9.&$! +$&'+0! 3$0! .1! 1'!
-);3.&35! /&F%':3$06$! .1(! 2/.3)+$(7! ! 8#$5! &#/+1$0! /! %$:! &')+($! .%! Q$-1$*;$+! D>=>4! 3$0! ;5! /! +$T
$%6.%$$+.%6! '2! 1#$! ;/%FH(! &'*-3/.%1! #/%03.%6! -+'&$(($(7! ! 8#+')6#! /! (.,T*'%1#! -$+.'0! -+.'+! 1'! 1#$!
/%%')%&$*$%14! 1#$! ;+/%0! (/:! /%! /9$+/6$! '2! ZmD! K'*-3/.%1! L)$+.$(! -$+!*'%1#g! 2+'*! Q$-1$*;$+!
1#+')6#!1#$!$%0!'2!1#$!5$/+4!1#/1!%)*;$+!%$/+35!0');3$0!1'!=4ZDf7!
!
Q/%1/%0$+! &3/.*$0! 1#/1! ;5! 1#$! $%0! '2! D>=>4! 1'1/3! &'*-3/.%1! 9'3)*$(! ].++$(-$&1.9$! '2! K'*-3/.%1!
L)$+.$(!.%!($/+&#!$%6.%$(^!#/0!2/33$%!;5!D>q7o!!K3$/+354!/!+.($!.%!K'*-3/.%1!L)$+.$(!&/%!+$23$&1!&#/%6$(!
2'+!1#$!;$11$+4!/%0!.(!/(!*)&#!/%!'--'+1)%.15!/(!.1!.(!/!1#+$/17!
!
!

87&F:2%5+1,%5&)'4I%+1+1'*&"4'*A&)'4I$"1*+&N0%51%,&
4"*)"&51+6-(I&8#709+*6$&:;,1*,(&+$$1+)$&$",&7#($&+-C,1$*(,1(<&
!
!

!
K'*-3/.%1! L)$+.$(! +$-+$($%1! /! )%.E)$! 15-$! '2! /09$+1.(.%6! .%9$%1'+5! V! /%0! /! +.-$! '--'+1)%.15! 2'+!
.%%'9/1.9$!($/+&#!*/+F$1$+(7!!C2!/!;+/%0!.(!.%!1#$!%$:(!2'+!-);3.&.R$0!E)/3.15!2/.3)+$(!]()&#!/(!8'5'1/!.%!
$/+35! D>=>^4! /09$+1.(.%6! '%! F$5:'+0(! +$3/1$0! 1'! K'*-3/.%1! L)$+.$(! '22$+(! 1#$! &#/%&$! 1'! 1/F$!

!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!
5 “Banking complaints rise by 15pc,” The Telegraph, March 6, 2011. 
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':%$+(#.-! '2! &'%()*$+! 0.((/1.(2/&1.'%! /%0! F$$-! 1#$! 0./3'6)$! :#$+$! .1! ;$3'%6(I! ;$1:$$%! 1#$!
&'%()*$+!/%0!1#$!;+/%04!:.1#!3.113$!'+!%'!1#.+0!-/+15!.%23)$%&$7!
!
Advertisers in the Automotive industry lead the way in leveraging Customer 
Complaints to their marketing advantage. 
!
G':$9$+4!1#$5!1''!#/9$!/!3'%6!:/5!1'!6'7!!@$3':!.(!/%!$,&$+-1!2+'*!')+!D>=>!(1)05I!
!

JK6& L1*-+ED& M+6;+1E& NND& NGFGD& @;,1*,(& >#1& O$#E#$+& 1,)+99O& /,6$& $"1#;="& $",& 1##>D& +))#1-*6=& $#&
P##=9,& Q6(*="$(&>#1&R,+1)"3& &4*$"&+6&;601,),-,6$,-&-,=1,,&#>& *6$,1,($& *6&$"*(&S,E/#1-D&+&7+T#1&
1,+)"& #00#1$;6*$E& >#1& 7+1S,$,1(& 01,(,6$,-& *$(,9>& U& 9*$,1+99E& #C,16*="$3& V,$& +0+1$& >1#7& B#E#$+&
$",7(,9C,(&5*--*6=&#6&$"+$&S,E/#1-&$#&+9,1$&)#6(;7,1(&+5#;$&*$(&6,/&(+>,$E&+-C*(#1ED&*$W(&+&="#($&
$#/6&#6&$",&(,+1)"&1,(;9$(&0+=,(3&&4",1,W(&X#6-+&1,7*6-*6=&;(&#>&*$(&*70,))+59,&(+>,$E&1,)#1-<&
4",1,W(&P,6,1+9&Y#$#1(&$,99*6=&'7,1*)+6(D&O$",1,W(&7#1,&$#&$",&PY&51+6-&$"+6&#;1&);($#7,1(W&
)#709+*6$(<O&

!
J! &'*-$1.1.9$! ;+/%0! &/%! 3$9$+/6$! ()&#! /%!'&&/(.'%! 1'! +$.%2'+&$! .1(! ':%!E)/3.15! +$&'+04! 1')1.%6! .1(!
&)(1'*$+!(/1.(2/&1.'%!/%0!3'5/315!/(!/!&'*-$33.%6!-'.%1!'2!0.22$+$%1./1.'%7!!".1#!/!+$('%/%1!*$((/6$!
/%0!/!-'(.1.9$!)($+!$,-$+.$%&$!2'+!();($E)$%1!(.1$!9.(.1'+(4!.1H(!/!+/+$!'--'+1)%.15!1'!.%(-.+$!&#/%6$(!
.%!;+/%0!-+$2$+$%&$!/%0!-+5!/:/5!*/+F$1!(#/+$7!
!
8#$!S3$&1+'%.&(!($6*$%1!/3('!0$($+9$(!+$&'6%.1.'%!2+'*!1#.(!-/+1.&)3/+!-$+(-$&1.9$g! X'.%.%6!1#$!%.%$!
/)1'! */F$+(! (#':%! /;'9$4! 1#+$$! S3$&1+'%.&(! ;+/%0(! ]W#.3.-(4! p$+',4! Q/*()%6^! /3('! /--$/+7! ! 8:'!
'1#$+(! ]W#.3.-(4! AS^! /+$! %'1! &3/((.2.$0! /(! S3$&1+'%.&(! ;5! C%1$+;+/%04! ;)1! %'%$1#$3$((! ':%! (1+'%6!
-'(.1.'%(!.%!1#.(!(-/&$7!
!
C1! &')30!;$! 1#/1!*/+F$1$+(!#/9$!-+'0)&1! +$&/33(! .%!*.%0! ]1#$.+!':%4!'+! &'*-$1.1'+(H^!:#$%! &#/(.%6!
/09$+1.(.%6!'--'+1)%.1.$(!3.F$!1#.(4!6.9$%!1#/1!1#$!J)1'*'1.9$!/%0!S3$&1+'%.&(!.%0)(1+.$(!/+$!$(-$&./335!
-+'%$! 1'! :$33T-);3.&.R$0! +$&/33(! ]/%! /%$&0'1/3! +$9.$:! '2! /0! &'-5! /--$/+.%6! %$,1! 1'! 1#$($! ($/+&#!
+$()31(!&'%2.+*(!1#.(^7!!
!
!
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!

;7&!'+"$&)'4I$"1*+&N0%56&V'$04%&(5'4&?'#1$%&D%21/%,P&4'*+@$6&
4"*)"&51+6-(&+$$1+)$&$",&7#($&8#709+*6$&:;,1*,(&#6&7#5*9,&-,C*),(<!
!

!
C1H(! ;$&'*$! 1+$%05! 2'+! -)%0.1(4! /1! 1#$! ;$6.%%.%6! '2! $/&#! 5$/+4! 1'! 1')1! 1#$! /++.9/3! '2! 8#$! r$/+! '2!
N';.3$7! ! C%! D>=>4!:#$1#$+! '+! %'1! .1!*/0$!*';.3$H(! 5$/+4! 1#$! .%0)(1+5! ;$6/%! 1'! ($$! /%! )%0$%./;3$!
1+$%0!$*$+6$I!/!E).&F$%.%6!/0'-1.'%!'2!*';.3$!($/+&#7!!W$+2'+*.&(!$(1.*/1$0!1#/1!mq!'2!&3.&F(!:.1#.%!
A''63$!-/.0!($/+&#!+$()31(!&/*$!2+'*!*';.3$!0$9.&$(! .%!M'9$*;$+!D>=>4!/%0!-+'X$&1(! 1#.(!%)*;$+!
:.33!0');3$!1'!=lq!;5!1#$!$%0!'2!D>==7l!
!
Restaurants see the highest volume of Complaint Queries on mobile devices. 
!
C2! :$! 3.*.1! ')+! +$($/+&#! '%! K'*-3/.%1! L)$+.$(! (1+.&135! 1'! *';.3$! 0$9.&$(4! :$! %'! 3'%6$+! ($$! 1#$!
J)1'*'1.9$!;+/%0(!.%!-'3$!-'(.1.'%7!!C%(1$/04!1#$5H9$!;$$%!()--3/%1$0!;5!U$(1/)+/%1!;+/%0(4!2')+!'2!
:#.&#!+$(.0$!/*'%6!1#$!1'-!2.9$7!
!
"#/1!+$*/.%(!1'!;$!($$%!.(4!0'!1#$!U$(1/)+/%1!;+/%0(!*/.%1/.%!1#$.+!0'*.%/%&$!:#$%!/%/35R.%6!1#$.+!
-+'-'+1.'%/3!(#/+$!'2!/33!@+/%0$0!($/+&#!E)$+.$(i!!P'+!1#$!/%(:$+4!($$!1#$!9$+5!%$,1!&#/+1!]jo4!N';.3$!
K'*-3/.%1!L)$+.$(!/(!/!Q#/+$!'2!8'1/3!@+/%0$0!L)$+.$(^7!
!
!

!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!!
6 “Was 2010 the Year for Mobile Search?” Performics. December 10, 2010 
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T7&?'#1$%&)'4I$"1*+&N0%51%,&",&"&3@"5%&'(&!'+"$&R5"*:%:&N0%51%,&
4"*)"&51+6-(&(+/&$",&"*=",($&01#0#1$*#6&#>&$",*1&?1+6-,-&(,+1)"&@;,1*,(&A#6&7#5*9,&-,C*),(H& *6&$",&
>#17&#>&8#709+*6$&:;,1*,(<&

 
P+'*!1#.(!9/%1/6$!-'.%14!:$!($$!-+.*/+.35! 1#$!(/*$!&'%1$%0$+(!/(!?8'1/3!K'*-3/.%1!L)$+5!h'3)*$!
2+'*!N';.3$!O$9.&$(B!]/;'9$^4!1#')6#!&)+.')(35!Q1/+;)&F(!#/(!(#'1!1#+')6#!1#$!+/%F(!1'!X'.%!@)+6$+!
_.%64!W.RR/!G)14!N&O'%/30H(!/%0!_PK7!!]C%1$+;+/%0!0'$(!.%0$$0!&3/((.25!Q1/+;)&F(!/(!/!U$(1/)+/%17^!
!
C%! 3.%$! :.1#! 1#$! W$+2'+*.&(! 2.%0.%6(4! '%! 1#$! :#'3$! :$! 2')%0! 1#/1! m7kq! '2! K'*-3/.%1! L)$+.$(!
'+.6.%/1$0! 2+'*!*';.3$! 0$9.&$(7! ! 8#$! */X'+.15! '2! 1#$! ;+/%0(! .%! 1#.(! /%/35(.(! (#':$0! R$+'! *';.3$!
K'*-3/.%1!L)$+.$(g! .%! 2/&14! 1#$! 1$%!;+/%0(!(#':%!;$3':!/+$!/3('! 1#$!'%35!;+/%0(! .%!')+!(1)05! 1#/1!
+$6.(1$+$0!/!(#/+$!/;'9$!1#.(!m7kq!;$%&#*/+F7!
 
On mobile devices, Restaurants see the highest ratio of Complaint Queries to total 
Branded Queries. 
!
N/%)2/&1)+$+(! '2! *';.3$! &'**)%.&/1.'%! 0$9.&$(4! %'1! ()+-+.(.%6354! /+$! /3('! -/+1.&)3/+35! -+.95! 1'!
K'*-3/.%1! L)$+.$(! $%1$+$0! ;5! &'%()*$+(! 2+'*!*';.3$! 0$9.&$(! ]:.1#! M'F./4! J--3$4! @3/&F;$++5! /%0!
Q/*()%6! /*'%6! 1#$! 1'-! 1$%^7! ! 8#$! .%#$+$%1! ;./(! 2'+! 1#$($! ;+/%0(! ]&3/((.2.$0! ;5! C%1$+;+/%0! /(!
S3$&1+'%.&(^!/3'%6!1#.(!(-$&.2.&!*$1+.&!:/(!%'1!3'(1!'%!)(7!!8#$.+!&'%()*$+(!%'1!'%35!(F$:!*)&#!#.6#$+!
2'+!*';.3$! 0$9.&$! ':%$+(#.-4! 1#$5! /3('! #/9$! +$/05! /&&$((! 1'! /!*';.3$! ($/+&#! $%6.%$! /1! 1#$! $,/&1!
*'*$%1!*'(1!-+'0)&1!2/.3)+$(!'&&)+7!
!
8#.(!'%35!*/F$(!1#$!U$(1/)+/%1(H!%)*;$+(!/33!1#$!*'+$!%'1$:'+1#57!!@+/%0(!.%!1#.(!&/1$6'+5!1$%0!1'!
;$!2'+:/+0T1#.%F$+(!.%!1#$!+$/3*!'2!*';.3$!*/+F$1.%64!:.1#!(1+'%6!$,$&)1.'%!'2!*';.3$!&')-'%.%6!/%0!
3'&/1.'%T;/($0! */+F$1.%6! 1/&1.&(7! ! N&O'%/30H(! #/(! $9$%! -)1! MPK! ]%$/+! 2.$30! &'**)%.&/1.'%^! 1'!
()&&$((2)3!)($!.%!.1(!3'5/315!-+'6+/*(7!!C2!1#$.+!&)(1'*$+!($+9.&$!.(!/(!('-#.(1.&/1$0!/(!1#$.+!*/+F$1.%64!
1#$! #.6#! %)*;$+(! .%! 1#$! &#/+1! /;'9$! +$-+$($%1! 1+$*$%0')(! )-(.0$! V! /%0! /33! ;+/%0(! &'*-$1.%6! .%!
#.6#T1')&#4!&3.$%1T2/&.%6!($+9.&$!.%0)(1+.$(!:')30!;$!:.($!1'!1/F$!%'1$7!
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!

>7&W5'M+@&1*&)'4I$"1*+&N0%56&V'$04%&:051*A&+@%&X'$1:"6&3%",'*&YD%/%4#%5&OHGHK&
4"*)"&51+6-(&(+/&$",*1&8#709+*6$&:;,1E&C#9;7,(&(0*S,&$",&7#($&*6&Z,),75,1&NGFGD&)#70+1,-&$#&$",&
1,($&#>&$",&E,+1<&

!
"#$%! 1#$! #'3.0/5(! 0+/:!%$/+4!:$! F%':! 1'! $,-$&1! (.6%.2.&/%1! &#/%6$(! .%! 1#$!*/+F$1-3/&$4! /%0!:$!
*$/()+$! 1#$($! &#/%6$(! .%! /! 9/+.$15! '2! :/5(I! 2.%/%&./3! .%0.&/1'+(4! *$0./! -$+2'+*/%&$! *$1+.&(4!
E)/3.1/1.9$!+$($/+&#4!/%0!('!'%7!!M':!:$!&/%!3''F!/1!1#$!1+$%0(!.%!&'%()*$+(H!-+'-$%(.15!1'!&'*-3/.%7!
!
".1#!/%%)/3!(/3$(!'2!sfn7D!;.33.'%!.%!D>=>4!J*/R'%7&'*!.(!;5!2/+!1#$!3/+6$(1!'%3.%$!+$1/.3$+7!!c.F$!*'(1!
'2! .1(! &'*-$1.1'+(4! .1(! /%%)/3! +$9$%)$(! /+$! ;)'5$0!;5! 1#$! 2')+1#!E)/+1$+4! (-$&.2.&/335! 1#$! 5$/+T$%0!
#'3.0/5! (#'--.%6! ;3.1R7! ! C%&+$/($0! 1)+%'9$+! (#')30%H1! &'*$! /(! /! (#'&F4! /%0! -$+#/-(! %$.1#$+!:.33! /!
&$+1/.%!.%0.&/1'+!'2!&'%()*$+!(/1.(2/&1.'%I!
!
In December, Amazon’s average number of Complaint Queries more than doubles. 
!
J*/R'%4!#':$9$+4!.(!%'1!/3'%$7!!<WQ!.(!-+.95!1'!1#$!(/*$!($/('%/3!(-.F$!.%!/&1.9.15!:.1#.%!1#$!(#.--.%6!
;)(.%$((7! ! ".1#! *'+$! -/&F/6$(! ;$.%6! -)+&#/($0! /%0! (#.--$04! $9$%! .*-$&&/;3$! &)(1'*$+! ($+9.&$!
&/%%'1!(1/9$!'22!/%!.%&+$/($!.%!&'*-3/.%1(7!!@)1!/(!/3:/5(4!1#$!;'11'*!3.%$!2.%/%&./3!.%0.&/1'+(!1$33!1#$!
0$2.%.1.9$!(1'+5I!<WQ!$%0$0!Ln!'2!D>=>!:.1#!+$9$%)$(!)-!mq!'9$+!1#$!-+.'+!Ln7!!C%!J*/R'%H(!&/($4!1#$!
%)*;$+!.(!/%!$5$T-'--.%6!nDq7!!Q'*$'%$!'9$+!1#$+$!.(!0'.%6!('*$1#.%6!+.6#17!
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!

Appendix 
!

Full l ist of brands 
!
8#$! 2'33':.%6! ;+/%0(! :$+$! .%&3)0$0! .%! 1#.(! /%/35(.(I! fN4! J&&$%1)+$4! J0.0/(4! J0';$4! J33./%R4!
J*/R'%7&'*4! J*$+.&/%! S,-+$((4! J--3$4! J+*/%.4! J)0.4! J9'%4! JpJ4! @/+&3/5(4! @3/&F;$++54! @N"4! @W4!
@)0:$.($+4! @)+;$++54! @)+6$+! _.%64! K/*-;$33H(4! K/%'%4! K/+1.$+4! K/1$+-.33/+4! K#/%$34! K.(&'4! K.1.4! K'&/T
K'3/4! K'36/1$4! K'+'%/4! K+$0.1! Q).(($4! O/%'%$4! O$334! O.(%$54! O)+/&$334! S;/54! P$++/+.4! P'+04! A/-4! AS4!
A.33$11$4!A'30*/%!Q/&#(4!A''63$4!A)&&.4!GtN4!G/+3$5TO/9.0('%4!G$.%$F$%4!G$.%R4!G$+*$(4!G'%0/4!GW4!
GQ@K4! G5)%0/.4! C@N4! CF$/4! C%1$34! u/&F! O/%.$3H(4! u'#%%.$! "/3F$+4! u'#%('%! t! u'#%('%4! uW! N'+6/%4!
_$33'66H(4! _PK4! _3$$%$,4! cHd+Y/34! c/%&v*$4! c$,)(4! c').(! h).11'%4!N/+3;'+'4!N&O'%/30H(4!N$+&$0$(T
@$%R4!N.&+'('214!N'w1!t!K#/%0'%4!N'+6/%! Q1/%3$5! 4!N8h4!M$(&/2Y4!M$(13Y4!M.F$4!M.%1$%0'4!M.9$/4!
M'F./4!d+/&3$4!W/%/('%.&4!W$-(.4!W#.3.-(4!W.RR/!G)1!4!W'3'!U/3-#!c/)+$%4!W'+(&#$4!W+/0/4!W)*/4!U'3$,4!
Q/*()%64!Q/%1/%0$+4!QJW4!Q#$334!Q.$*$%(4!Q*.+%'224!Q'%54!Q-+.1$4!Q1/+;)&F(4!8#'*('%!U$)1$+(!N$0./4!
8.22/%5!t!K'4!8'5'1/4!<@Q4!<WQ4!h.(/4!h'3F(:/6$%4!"+.63$54!p$+',4!r/#''x4!y/+/4!y)+.&#7!
!
!

Limitations 
!
G7&W''A$%&:'%,&*'+&@"2%&"&4'*'I'$6&'*&3%"5/@7! !J(!'2! u/%)/+5!D>==4!A''63$H(! (#/+$!'2!/33! ($/+&#!
$%6.%$!E)$+.$(!.(!lo7lq7k!!d1#$+!($/+&#!-+'-$+1.$(!()&#!/(!N.&+'('21!@.%64!r/#''x!]-':$+$0!;5!@.%6H(!
1$&#%'3'65^4! J(F! /%0! Jdc! '&&)-5!*$/()+/;3$! (3.&$(! '2! 1#$!*/+F$17! !"#.3$! A''63$H(! 0'*.%/%&$! .(!
%'1$:'+1#54!:#/1!($1(!.1!/-/+1!.(!1#$!E)/3.15!'2!.1(!-);3.&35!/9/.3/;3$!0/1/7!!8#$!A''63$!_$5:'+0!8''3!.(!
:#/1! */F$(! 1#$! K)(1'*$+! K'*-3/.%1! C%0$,! -'((.;3$7! ! 8#.(! *$/%(! :$! %$$0! 1'! :'+F! :.1#.%! .1(!
&'%(1+/.%1(! ]*'+$! '%! 1#.(! ;$3':^4! /%0! /3('! +$E).+$(! )(! 1'! 6$%$+/3.R$! A''63$! ($/+&#! ;$#/9.'+! /(!
.%0.&/1.9$!'2!/33!($/+&#!;$#/9.'+7!!C%!2)1)+$!+$3$/($(!'2!1#.(!+$-'+14!:$!-3/%!1'!$,-3'+$!:/5(!1'!0$25!1#.(!
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