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Roger Federer is a legend. So far (yes, I believe he still has a couple of more to win) he has won a
record 19 Grand Slam titles, and over $100 million in prize money. He is the best of the best. A GOAT
(Greatest Of All Time).
Roger is coached by Stefan Edberg, who was #1 and won 6 Grand Slam titles, Ivan Ljubicic, who has a
career high #3 and never reached a Grand Slam final, and Severin Lüthi, the head-coach, who gave
up tennis when he was 20 with career high #622 and no titles!
Now the question is: Why does Federer need or even seek advice and feedback from people who are
light-years away from his capability? People who have never even dreamed of achieving what the
Swiss was able to achieve? People, like his head-coach, who have nothing to show for in tennis?
The answer is simple, and one that applies to you and your company. No matter how successful you
are, you can never turn down a piece of advice and you always need feedback on how to improve.
That is the only way you will be able to keep improving, and that is how the best keep being
successful.
It doesn’t matter if the feedback comes from who you might think knows less than you about your
business, product or service. Sometimes all you need is another perspective. One that is different
from yours. And turns out that most times, in particular in business, customers and employees know
more about it than you. They’re the users, they’re the frontline!
In business feedback is absolutely crucial. The best companies not only embrace feedback but, above
all, they act on it. Customer feedback and Employee feedback are probably the most important
ones, as they give you a true reflection of the experience your company is delivering, allowing you to
address and move forward. To capitalise on the good things and improve the bad ones.
If you’re only starting the feedback journey then you should look into surveying your customers and
employees. Surveys are the primary building block of Voice-of-Customer or Employee (VoC / VoE)
programs – a key part of Customer Experience programs – as they help you gauge how customers
and employees feel about the experience you deliver.
Once you have the data collected you need to analyse and make sense of the feedback. And after
that you need to be able to reach actionable insights. That is the difficult bit. Finding meaning in your
data and identifying the trends. Things that sometimes are buried deep under customers’ free text
comments or responses.
It’s been over a year, since I came across and started working with a technology that enables all of
the above, Qualtrics. The world’s leading enterprise research platform with over 8,500 brands using
it to manage their Experience. Be it the Customer Experience (CX), Employee Experience, Product
Experience or Brand Experience.
The motto of this blog is “Customer Experience and Technology to Enable It“. Well here is a
technology that will definitely enable you to improve the Customer Experience you deliver.

