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of consumers switch brands due 
to a poor experience

80%



of the workforce is disengaged

2/3



The Experience Gap
80%

of CEOs believe they 
are delivering a 
superior customer 
experience

of customers agree

8%

The Experience Gap



the answer isn’t more data



DIFFERENT DATAit’s



Experience 
Data

Operational 
Data



Operational 
Data

Win rate

Inventory turnover

Financials

Employee attrition

Profitability

Cart abandonment



Experience 
Data

Customer satisfaction

Purchase intent

Employee engagement

Product feedback

NPS

Brand perception



Experience 
Data

Operational 
Data



Experience 
Data

Operational 
Data

Value Enjoyment

Impact

Loyalty

Motivation

Need

Materials Status

ResolutionPropensity

ConsumptionRevenue
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CUSTOMER EMPLOYEE PRODUCT BRAND



Across industries, successful projects for optimizing the customer experience typically achieve 
revenue growth of 5-10% and cost reductions of 15-25% within in just two or three years, 

- McKinsey & Company





CUSTOMER FEEDBACK

ACADEMIC RESEARCH

USER EXPERIENCE
RESEARCH

CUSTOMER PANELS

CONCEPT TESTING

MARKETING RESEARCH

EVENT FEEDBACK

MARKET SIZING

MARKET & OPPORTUNITY
ASSESSMENT

SEGMENTATION

COMPETITIVE ANALYSIS



OMNI CHANNEL
MEASUREMENT

IN-APP & WEBSITE
FEEDBACK

CX REPORTING /
ANALYTICS /
DASHBOARDS

FOLLOW-UP &
CASE MANAGEMENT

OPERATIONAL
INTEGRATION



General

The Touchpoints or “moments of truth” 

Customer Experience

Continuous support

Long term partnership

Use of product

Training

Preventive maintenance
Issue resolution

Claim management

Design delivery
PM/AM delivery
Parts supply chain delivery

Research

Contact

Identification of needs

Kick off project

Toll gate meetings 

CE delivery

Installation / performance 
validation

Handover to customer
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R
C

X

ENGAGE

ORDER
DECISION

USE /
MAINTAIN

PAY /
RECEIVE

IMPLEMENT

STRATEGIC 
SUPPORT

= Survey touchpoints = RCX

CE contract negotiation
Ordering
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General

CX survey trigger system overview

GPR (Pa)
Perf Val & Cont
Neg

SAP ECC
Prev Maint

TecBase (Pr)
Perf Val & Cont
Neg

SAP QuTip
Issue Resolution

SAP ECC
Design Del

SAP ECC
PM/AM Del

SAP ECC
Parts Supply

SmartPlan
Id Of Needs

SAP ECC
Survey triggers

Non-SAP ECC
Survey triggers

Change 
Contact for 

survey

Proactive Maintain 
Contacts

Excel input

Roll-out Prep
1 time 
upload

CRM
Contact Master Data

Info 
per 

survey

Big arrows show 

survey flow

Green text show 

manual CLO actions
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Survey review/ 
change and approval 

CLC (CX Logic Centre)

Qualtrics

Survey automatically sent to 

Customer when touch point 

events occured



EMPLOYEE
ENGAGEMENT

PRE-HIRE AND
ONBOARDING

EXIT INSIGHTS

360 & 180
SOLUTIONS

EMPLOYEE
PULSE



Candidate 
experience

Offer accept 
rate

Time to ramp

Early 
engagement

Training feedback Employee engagement on 
return

Increase in sales 
quote Attrition rates post 

leave

Time in role

Productivity

Exit reasons

Attrition 
rates

Recruiting

Onboarding
Training/Development Parental Leave

Promotion

Exit



CONCEPT
TESTING

PRICING
RESEARCH

USER
EXPERIENCE

MARKET
ANALYSIS

CONJOINT
ANALYSIS



BRAND AWARENESS

BRAND EQUITY

ADVERTISING AND 

COPY TESTING

BRAND STRATEGY RESEARCH

SEGMENTATION 

AND POSITIONING



2016

2017

2018

2015

Clients in the Nordic that rely on 
Qualtrics for insights to drive growth 
and profitability

2019



End-to-end support & 
expertise

Most advanced technology 
platform

Proven track record

The Qualtrics XM advantage

� Most powerful XM and research platform on the planet

� iQ Predictive Intelligence engine

� Enterprise-grade security, integrations & admin-experience

� Comprehensive suite of white-glove service offered in a flexible services model 

� Best practices, training and solutions for customers across all industries

� Award Winning 24/7 Support

� Trusted by 10,000 customers including 75% of F500

� Awards from Forrester, G2Crowd, TrustRadius, The Temkin group, Fast Company

� Thought leader on next-generation experience research
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