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(-] Alibaba Cloud

Building a VOC Intelligent Analysis
Platform

Driving Product Innovation and
Growth for a Retail Brand

Deloitte in collaboration with Alibaba Cloud, leveraged Alibaba’s
BaiLian Al platform to build an emotion intelligence analysis system
for a leading leisure food retail brand. The system connects
enterprise operations with market feedbacks, routing customer
insights directly to R&D, production, marketing, customer service,
quality control, and supply chain teams. This enables faster product
innovation, stronger brand building, and seamless internal
coordination with closed-loop management.

About Client

The clientis a leading leisure food brand specializing in research, processing, manufacturing, trading,
warehousing, and logistics. With an integrated online-to-offline channel strategy, it has achieved full
coverage across e-commerce, supermarket, new retail, and logistics networks. The company remains
focused on consumer needs, continuously exploring product solutions and innovating retail models to
deliver enhanced shopping experiences.

Requirements

Facing intense market competition and diverse consumer demands, the client aims to analyze customer
review data to achieve the following objectives:

» Optimize products and services: Accurately identify product flaws, service gaps, and logistics
bottlenecks to enable continuous iteration and improvement;

> Mitigate brand risks: Detect consumer dissatisfaction early to prevent major crises;

> Enhance operational efficiency: Improve customer satisfaction, reduce acquisition costs, and
increase member repurchase rates.

Solutions

Deloitte partnered with Alibaba Cloud to develop a VOC (Voice of Customer) intelligent analysis system
based on deep consumer insights and industry trends. By leveraging the Alibaba BailLian platform, we
delivered rapid deployment through two dimensions: IT solutions and product solutions.

IT Solutions

Alibaba BailLian API

}

Product Solutions
Review tagging

Negative issue identification

Problem classification
responsibility assignment

Al Model Exploration Data Flow

Knowledge base construction

Cloud Resource
Management &
Application
Deployment

Analysis report generation

Real-time alerts
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2. Achieve Internal
Closed-Loop
Management

Enable early detection and rapid response
to negative sentiment, effectively
preventing potential crises

Connect customer feedback with internal
processes, establishing an efficient,
collaborative improvement mechanism

Transform consumer insights into
actionable productimprovements,
accelerating product iteration

Increase customer satisfaction and
repurchase rates, reduce customer
acquisition costs

As a global strategic partner of Alibaba Cloud, Deloitte combines its market-leading innovation
capabilities, industry expertise, and digital transformation experience with Alibaba Cloud’s cutting-
edge technologies to build a global alliance network. We deliver high-quality, comprehensive
solutions that support enterprises in achieving digital transformation—covering capability building,
full-cycle implementation, and continuous evolution. Through this partnership, we are creating
sustainable value growth and earning recognition across industries.

@ Please contact Deloitte:

If you have any questions, please contact Ecosystems & Alliances National Office

For more information, please visit:

About Deloitte

Deloitte China provides integrated professional services, with our long-term commitmentto be a leading contributor to
China’s reform, opening-up and economic development. We are a globally connected firm with deep roots locally,
owned by our partners in China. With over 20,000 professionals across 31 Chinese cities, we provide our clients with a
one-stop shop offering world-leading audit, tax and consulting services.

We serve with integrity, uphold quality and strive to innovate. With our professional excellence, insight across
industries, and intelligent technology solutions, we help clients and partners from many sectors seize opportunities,
tackle challenges and attain world-class, high-quality development goals.

The Deloitte brand originated in 1845, and its name in Chinese ({£#f) denotes integrity, diligence and excellence.
Deloitte's global professional network of member firms now spans more than 150 countries and territories. Through
our mission to make an impact that matters, we help reinforce public trust in capital markets, enable clients to
transform and thrive, empower talents to be future-ready, and lead the way toward a stronger economy, a more
equitable society and a sustainable world.

Deloitte refers to one or more of Deloitte Touche Tohmatsu Limited (“DTTL”), its global network of member firms, and
their related entities (collectively, the “Deloitte organization”). DTTL (also referred to as “Deloitte Global”) and each of
its member firms and related entities are legally separate and independent entities, which cannot obligate or bind each
otherin respect of third parties. DTTL and each DTTL member firm and related entity is liable only for its own acts and
omissions, and not those of each other. DTTL does not provide services to clients. Please see

to learn more.

Deloitte Asia Pacific Limited is a company limited by guarantee and a member firm of DTTL. Members of Deloitte Asia
Pacific Limited and their related entities, each of whichis a separate and independent legal entity, provide services
from more than 100 cities across the region, including Auckland, Bangkok, Beijing, Bengaluru, Hanoi, Hong Kong,
Jakarta, Kuala Lumpur, Manila, Melbourne, Mumbai, New Delhi, Osaka, Seoul, Shanghai, Singapore, Sydney, Taipei
and Tokyo.

This communication and any attachmentto it is for internal distribution among personnel of the Deloitte organization.

It may contain confidentialinformation and is intended solely for the use of the individual or entity to whom itis
addressed. If you are not the intended recipient, please notify us immediately by replying to this email and then please
delete this communication and all copies of it on your system. Please do not use this communication in any way.

None of DTTL, its member firms, related entities, employees or agents shall be responsible for any loss or damage
whatsoever arising directly or indirectly in connection with any person relying on this communication.
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