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How Brother cleared reporting jams

to listen on all sides of the 

Customer Journey.

Making Every 
Impression Count
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Brother is a global provider of printing, labeling, and document 

management solutions, serving businesses and consumers in more 

than 40 countries.

Serving customers worldwide, Brother offers printers, multifunction 

devices, scanners, and labeling systems designed to support 

offices, businesses, and creators.

Guided by its long - standing “At your side.”  philosophy, Brother 

focuses on reliable technology and long - term customer value.
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Meet Brother

x

By being "At your side”, we enable people's 

productivity and creativity, contribute to society, 

and help protect the earth.
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Our Vision From the Outset

Can new methodologies enable our small team 

to scale our at your side philosophy across

European markets ? 
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Our Top Challenges?

Under - Utilised

Insights Sources

Manual

Processes

Time - Consuming

Methods
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Efficiency
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Our 3 Initial Goals

Automatic Translations
Crucial with very little insight resources in - country.

Coverage
Apply for both reviews and open - ended responses.
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This is the story of how we got there, 
and our agenda today.

x

Process 

Efficiency

CX 

Wins

Access to a 

Broader Customer

Democratised 

Insights
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Efficiency
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Do I really  have to do 
this work in 202 6?

9

x

How to do work in 2026

Manual



Is that your 
best  answer?

How to do work in 2026
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Manual

x

Autonomous AI



Guided AI
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Feeling just right.

x

How to do work in 2026

Autonomous AIManual
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Can I trust 
my results for 
decision- making?
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What Brother unlocked with Caplena

x

Greater variety of insights/themes that 

may not show on smaller samples

More time to focus on analysis for 

better quality “so what”?

Surface relationships between topics 

that aren’t aren’t obvious

Understand what really drives 

satisfaction

Improved robustness 

and reliability of findings
→

→

→

→

→
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CX Wins
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We understand what matters 
most to customers
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From text analysis 
to CX feedback loops
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Business Impact

Enhanced

Understanding
Improved CX Increased Sales & 

Retention
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Easy Access to a 
Broader Customer
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Results: a 10x Increase in Feedback Analysed
And Growing Appetite for more Projects

x

Let’s Analyse

… Existing Data!

Let’s Collect

… More Data!

Let’s Analyse  

What They Say 

… About Competitors!

Let’s Meet Customers

… Where They Are!
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Democratised 
Insights
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How do I get my Insights 
to be Consumed?
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Accelerated Sharing
No Fear of Broken 

Dashboards
Insights Democratised What’s Next?

Over 2K views in the last 12 months
Making the Insights Heard
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Meeting Stakeholders 
Where Work Happens
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Thanks for joining us!

Scan the QR code to 
download our presentation.

Tony Kent

Country Manager, UK
Caplena

tony@caplena.com

Jessica Ashcroft

Customer Insights Officer
brother

Jessica.Ashcroft@brother.co.uk
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