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Empathy is 
measurable

Empathy is 
actionable



Empathy
The ability to understand 
the feelings of another
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Survey 
customers on 
how they feel

Analyze 
unstructured 

VOC data

Observe 
behaviors

Measure 
neurophysiological 

arousal

We’ll spend $41B by 2021 on Empathy 
(Emotion Detection and Recognition)

Source: Research and Markets The Global 
Affective Computing Market 2017- 2022



*Actual photo of 
open ended responses



Emotional Connection

Emotional Categorization

Are they engaged?

How do they feel and why?



Canvs measures Empathy



Spreadsheet with open ends
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Partial Screenshot of Canvs Dashboard
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Partial Screenshot of Canvs Dashboard
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Partial Screenshot of Canvs Dashboard

surveys.canvs.ai



12

Partial Screenshot of Canvs Dashboard
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42 Core Emotions
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Partial Screenshot of Canvs Dashboard
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6 Core Emotions



Emotional Connection

Emotional Categorization

Are they engaged?

How do they feel and why?



Emotional Connection leveraging OEs from Pilot tests

Are they engaged?
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How would you rate this show overall?

q Excellent

q Very Good

q Good

q Fair

q Poor

surveys.canvs.ai



C. “IT IS F*CKING AWESOME! PUT 
THIS SHOW ON THE AIR! It is so funny 
I just cracked up constantly. The right 
mix of dirty and funny!”

A. “It kept my interest”

B. “The story is pretty good.”

surveys.canvs.ai

Which respondent marked Excellent as overall rating?



How would you rate this show overall?

q Excellent

q Very Good

q Good

q Fair

q Poor

surveys.canvs.ai



No one wants 
to go on a date 

that was just 
interesting.

Strength of 
emotional 

connection matters

19surveys.canvs.ai



Emotional 
Connection

Love IT IS F*CKING AWESOME! 
PUT THIS SHOW ON AIR…

Enjoy The story is pretty good.

Interesting It kept my interest
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Three drama pilots tested identically for 
overall show rating

In
te

ns
ity



3 drama 
pilots with 
identical 

‘Excellent’ 
ratings
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Emotional 
Connection

Source: Canvs analysis of open ended responses from responspendents who marked ‘Excellent’ 
from 3 drama pilots. 3 favorable emotions shown as SOV. Norm based on 150 NBC pilot tests.

16%

38%

14%

Drama Pilot Norm

‘Excellent’ respondents exhibited significantly more intensely 
favorable emotions for Drama 3 in open ended responses



3.6 Live + SD S1 E1 Premiere 
2.2 Avg S1

Viewership Performance 
(HH Ratings)

10.1 Live + SD S1 E1 Premiere 
3.7 Avg S1

7.5 Live + SD S1 E1 Premiere 
3.0 Avg S1

Drama #1

Drama #2

Drama #3

Drama Pilots Case Study

Source: Nielsen Season Average (Live+Same Day) via TVBYTHENUMBERS
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Emotional 
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Emotional Categorization leveraging OEs from movie tracking surveys

How do they feel and why? 
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How likely are you to go see this movie?

q Definitely Will Go

q Probably Will Go

q Maybe / Maybe Not

q Probably Won’t Go

q Definitely Won’t Go
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C. “Would not hesitate to see this!”

A. “It’s just another money-grubbing reboot.”

B. “On the fence.”

surveys.canvs.ai

Which respondent is definitely planning to 
go see the movie?



How likely are you to go see this movie?

q Definitely Will Go

q Probably Will Go

q Maybe / Maybe Not

q Probably Won’t Go

q Definitely Won’t Go
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Converting 
Fence-Sitters to 

Moviegoers

How audiences 
feel and why 

matters
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In progress study
NRG Campaign Tracking
400+ Films over 2 years

1.2 Million Open Ends



Source: Screenrant.com, “14 Biggest Movie Flops Of 2018 (And 11 Massive 
Hits)”

Some of The Hits
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Some of The Flops

surveys.canvs.ai Source: Screenrant.com, “14 Biggest Movie Flops Of 2018 (And 11 Massive 
Hits)”



How do they 
feel and why? Fence-Sitters Case Study

Focus 
specifically on 
Fence-Sitters

1 – Definitely Will Go

2 – Probably Will Go

3 – Maybe/Maybe Not

4 – Probably Won’t Go

5 – Definitely Won’t Go

surveys.canvs.ai
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% of Fence-Sitters Over time

Flops have nearly 50% more Fence-Sitters than Hits on average (as expected). 
But there is little change for either in lead up to opening (not actionable).

NRG Campaign Management tracking of 25 films sorted into hits and 
flops as per Screenrant.com. 102,449 responses analyzed.

How do they 
feel and why? 
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Fence-Sitters Case Study
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Flop Fence-Sitters 
express increasing 
amounts of Anger
as release 
approaches

How do they 
feel and why? 

surveys.canvs.ai

% of Anger expressed by Flop Fence-Sitters

Source: 102,449 Open Ended Responses from NRG tracking across 
respondents that marked 3-Maybe/Maybe Not, and expressed 
Anger according to Ekman Emotion Framework in Canvs

Fence-Sitters Case Study



Trailer fails to 
generate enthusiasm

Storyline depicted in the 
trailer didn’t resonate

Inability to create 
a connection

“Would rather see 
something else.”

“Once again I don’t really 
know the storyline.”

“I don’t even remember the trailer 
and I saw it in a theater yesterday.”

How do they 
feel and why? 

For Flop Fence-Sitters – What are top unique reasons 
they Anger in open ends?
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Source: 102,449 Open Ended Responses from NRG tracking across 
respondents that marked 3-Maybe/Maybe Not, and expressed Anger 
according to Ekman Emotion Framework in Canvs

Fence-Sitters Case Study



Emotional Connection

Emotional Categorization

Are they engaged?

How do they feel and why?



Empathy is 
measurable

Empathy is 
actionable



THANK YOU
surveys.canvs.ai


