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QUALTRICS EXPERIENCE MANAGEMENT

ESCUCHE Y COMPRENDA RECUERDE TODO Y OBTENGA CONTEXTO ACTUE CON EMPATIA Y RAPIDEZ
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La plataforma debe ser excepcional a la hora de escuchar. Pero,
sobre todo, es necesario que comprenda aquello que se dice.
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MESSAGES

Airbnb

Looks like you just arrived, how is the property
and host? bit.ly/459#ve

qualtrlcsx' Slide for more

e ———

To better serve you, we would
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EL PROBLEMA

El 85% del feedback de los clientes y
empleados no es selicitadoty
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Thank you for the
~ speedy delivery!

The order arrived darmanad

How can | resolve m
Best brunch ever! m I

Carmen Foniaine

el plaet Good prices ond &

coa

I'd be happy to help. My
name is Laura, and I'm based
in our Philadelphia store.

Do you have any photos or
videos you could share?

o\

32

gy

0

K

013k w4/l

Qualtrics Confidential. All Rights Reserved ©2022



qualtrics™

| N,

Thank you for the
~ speedy delivery!

The order arrived darmanad

How can | resolve m
Best brunch ever! m I

Carmen Foniaine

el plaet Good prices ond &

coa

I'd be happy to help. My
name is Laura, and I'm based
in our Philadelphia store.

Do you have any photos or
videos you could share?

o\

32

gy

0

K

013k w4/l

Qualtrics Confidential. All Rights Reserved ©2022



qualtrics’®

47201

Today 3:37 PM

Hello, thanks for contacting

The Economist fow-carietp—

you?

Hi, | got a new credit card and am
“trying-to-tupdate-my billing info but

o v midon sasmnntd laod snn o Ao M b :
the-site-wonrtletmedo-il I've tried

everything. Support line, chat, etc.

Nada. My membership lapses
tomorrow unless this gets resolved.
Unbelievable

Delivered

emotioNn Frustration

inTensity  Low Med High
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/0%

UPDATE BILLING INFO

EMOTION INTENSITY

41% /

FRUSTRATED HIGH / UPSET

ROOT CAUSE

ADD CREDIT CARD PAGE ERROR
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La Inteligencia Emocional del ser humano se nutre de |la
capacidad de contextualizar una situacion basandose en los

valores v la experiencia.

Su plataforma XM deberia hacer lo mismo.
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EMPLOYEE —

CUSTOMER L
/ DATA f DATA

\

DATOS DEL

CLIENTE S DATOS DEL

EMPLEADO

FILTERS Region -~ Frequency -~ Rating -~ Age Group ~~ Gender -~ Customers

Tenurg -~ Avg Distance -~ Experience Preferences -~

AVG RATING LAST RIDE TOUCHPOINTS

¢ Steph Choi

! James Wilkins

L

Ly, LauraChamberlain

*® Brian Koski
oo

" Kate Williams

qua|tI’ICS’" o Ashley Johns
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RIDE DETAILS 06/01/20 11:113AM $5.80

1480 N EI Centro Ave,

HEgiUn W Freque.nw W Hati"g w .A.EE'GH:HJP w bOSSAAnge]eS. CA 90028

Tenure -~ A ! LAX Int'l Airport,

( Los Angeles, CA 90038
iD TAGS/TOPICS JOURNEY UOSSA ngeles

Steph Choi D ——
' 2020 >__‘_“"_“—“—“—..—
ﬂ’ Steph Choi i

CHICAGO

. James Wilkins
G Laura Chamberlain 0566874

! Brian Koski

qualtriCS,,xp | ! Kate Williams 669783
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RIDE DETAILS 06/01/20 11:13AM $5.80

FX Y N

1480 N EI Centro Ave,
Los Angeles, CA 90028
USA

LAX Int'l Airport,
Los Angeles, CA 90038
USA

COMMENTS

“The ride was fine, but | care
about the environment

and feel guilty, and annoyed,
to be the only one in the car
When | selected Pikup Pool.”

EMOTION EFFORT

L
iD TAGS/TOPICS JOURNEY

Steph Choi - F— H - ‘ *
__ ,_ | | r020 fers W Sters Ouie AH, _ | L'_l_ T
ﬂ’ Steph Choi 4 - ® -

HIGH

CHICAGO

@ James Wilkins 15
6 Laura Chamberlain o000 Seattle

° Brian Koski NYC

qualtrics™ ¥ KateWiliams
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SET PREFERENCES

) = J / L

GREEN HIGH LTV CAR POOL BUSINESS MULTI-COUNTRY

PRICE SENSITIVE
297K 91K 2.1M 3.5M 27K

1.6M

NEW USERS
254K ADD CREDIT CARD

VERIFY EMAIL

ACCT CREATION

T IEEEEEEEEEET [ [ [ [ |

48%

52%
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48%
SET PREFERENCES
1.6M 297K 91K 2.1M 3.5M 27K “"II LEET
A41% of users who don't set their
NEW USERS
254K ADD CREDIT CARD ride preferences within 2 hours of
adding a card become AT RISK
Comments Themes
VERIF"I" l 513 ST
41%
|
ACCT CREATION Sentiment |
[ ]
Intent SET PREFERENCES R
Emotion ANMNOYED -
Intensity LOW LUE"I."EH 52%

Effort

qualtrics”
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ACTUE CON EMPATIA Y RAPIDEZ

Tomar las medidas apropiadas en una situacion es el
distintivo de la empatia humana.

La forma en que su empresa responde, importa.
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bSppt GENESYS € Jira  servicenow [ zendesk #:slack 1) Marketo A shopify  \yorkdoy JilMicms

An Adobe Company
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ZERO-TOUCH
AUTOMATED 4 )
ACTIONS
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AUTOMATED AGENT ASSIGNED
TICKET 633 / Emily L.

CUSTOMER LTV

James Wilkins High

Issue FLIGHT DELAYS

Emotion ANNOYED

ZERO-TOUCH
AUTOMATED ¢ 0 >
ACTIONS

HIGH-TOUCH
CUSTOMER
CARE

Intensity  HIGH

Effort
N NATIONAL

~ Sorry about your flight getting delayed.
Here’s a meal voucher on us.

COMMENT

My flight has been delayed twice
now...and I'm now potentially
going to miss the rehearsal dinne

1~ 4+ o~ gl gl T ope o T a3~
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Somos su socio estratégico en cada paso del viaje de XM

. Governance model . Program design - Use case implementation . Program maturity
- Roles and responsibilities - Use case blueprinting +Training plan - Ongoing support



Marco operativo
de Trabajo para
XM

XM System
of Action

CuLTURE

Modelo Diagndstico de
Madurez en XM

XM Institute, nuestro objetivo de construir la disciplina

Liderazgo en
investigacion y
Mejores Practicas
XM

Red de Profesionales y
Certificacion XM



CLIENTE EMPLEADO PRODUCTO MARCA
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CLIENTE EMPLEADO PRODUCTO MARCA

https://www.qualtrics.com/es-la/
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