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Confirmit
Case Study 

For CyberSource, Award-Winning Customer
Satisfaction Pays

“ Confirmit provides a best-practices customer feedback solution 

that gives us the advanced analytics and reporting capabilities we 

were seeking. They take it to the next level by offering expertise, 

innovation and creativity to help us get better customer intelligence. 

Customer satisfaction is our top priority, and Confirmit helps us get the 

information we need to continually improve our customer experience.” 

— Trish Martin
Vice President of Customer Support
CyberSource

Customer CyberSource Corporation is a leading provider of electronic payment, risk 
management, and payment security solutions. Approximately 300,000 businesses 
use CyberSource solutions, including half the companies comprising the Dow Jones 
Industrial Average. The company is headquartered in Mountain View, California, and 
has sales and service offices in Japan, Singapore, the United Kingdom, and other 
locations in the United States.

Challenge CyberSource wanted to ramp up its customer feedback program to encompass 
best practices for capturing, analyzing and acting on customer data. They were also 
looking for expertise and innovative survey strategies to improve the quality of their 
customer feedback.

Solution Confirmit provides a robust enterprise feedback management solution to help 
CyberSource capture daily transactional data, analyze customer information, and 
act on the issues that impact customer satisfaction. Expert consultants provide 
leadership and best practices guidance to help CyberSource get more value from 
their customer feedback program.

Results > Significant Increase in Satisfaction of Small Business Customer Segment

> Rapid, Effective Problem Resolution

> Employees Motivated Around Customer Satisfaction

> Five-Year Track Record of Consistently High Enterprise Customer Satisfaction

> Competitive Differentiation with an Award-Winning Customer Experience

CyberSource is a seven-
time winner of the ACE 
(Achievement in Customer 
Excellence) Award, recognized 
for outstanding achievements 
in customer support and 
product quality for its 
enterprise and small  
business payment 
management solutions.
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Business Challenge
CyberSource Corporation has been a pioneer in electronic payment and fraud management technologies and services since 1996. The 
company provides global, high performance eCommerce payment management solutions for leading brands such as British Airways, HP, 
Home Depot, Facebook, and Google, helping them to conduct sales in over 190 markets worldwide. In 2003, CyberSource began offering 
eCommerce payment solutions for small business as well, expanding with the acquisition of Authorize. net in 2007 to serve over 200,000 
small businesses in the United States.

CyberSource had been using a bare-bones customer feedback solution to monitor support, but as their customer base continued to 
grow and become more diverse, they required more robust customer feedback capabilities. They needed to conduct both enterprise-level 
surveys as well as small business surveys, and wanted to measure the results in the same way across their customer base so they could 
easily compare responses.

“We were looking for a customer feedback solution that aligned with industry best practices,” said Trish Martin, Vice President of 
Customer Support at CyberSource. “We wanted a greater ability to manipulate data and more comprehensive reporting capabilities, but 
beyond that we were looking for expertise—guidance about new, innovative ways to get the kind of customer feedback that would help us 
create a better customer experience.”

Solution
Advanced Customer Feedback System
CyberSource began working with the Confirmit team in 2004 to implement an enterprise feedback management (EFM) solution using 
Confirmit software and services. The Confirmit system was integrated with CyberSource’s Siebel CRM system and their Oracle data 
warehouse to ensure seamless sharing of customer data across systems. CyberSource’s customer support organization uses Confirmit to 
conduct daily support surveys, each month sending out about 30,000 survey invitations based on each day’s closed tickets and processing 
approximately 3,500 completed surveys. The feedback gathered from these Confirmit surveys is used to generate monthly reports and annual 
management reports on customer satisfaction.

Expert Guidance from Customer Satisfaction Consultants
Confirmit’s consultants helped CyberSource with initial project definition, survey design, and set up, and continues to support ongoing 
program management and reporting. “Our Confirmit consultants are excellent, and in the beginning they helped us look at the customer 
feedback process from a different angle,” said Ms. Martin. “They offered innovation and creativity in our customer satisfaction surveys. I 
don’t have a customer feedback expert on my team—I look to the Confirmit team for that.”

CyberSource worked with their Confirmit team to update their existing surveys, incorporating new ways of asking questions to improve 
the customer intelligence they are able to collect. Based on their consultants’ advice, CyberSource also transitioned from using a 5-point 
customer satisfaction rating scale to a 10-point rating scale to get a better understanding of the factors that impact customer satisfaction. 
The 10-point scale provides a more granular look to clearly see where customers are fully satisfied and better identify areas that need 
corrective action.

“ Our objective was to get quality transactional data at every customer 

touchpoint—so we’d have actionable intelligence to improve every aspect 

of our service operations.” 

— Trish Martin
Vice President of Customer Support
CyberSource
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Results
>  Significant Increase in Satisfaction of Small Business Customer Segment
CyberSource has used the feedback delivered by Confirmit to improve the customer experience for small businesses, the fastest growing 
segment of the company’s customer base, helping to drive a dramatic increase in their satisfaction scores over the past two years to a strong 
“high satisfaction” level.

>  Rapid, Effective Problem Resolution
When CyberSource Corporation expanded its line of small business eCommerce payment solutions with the acquisition of Authorize.
net, they also acquired a new customer base with its own specific set of needs. Support surveys identified new satisfaction issues specific 
to these small business customers—they were seeking a more empathetic and courteous professional attitude from customer support 
representatives. Armed with this information, CyberSource hired trainers and conducted training sessions to coach CSR staff on improving the 
small business customer experience. They used Confirmit to monitor feedback on transaction quality, empathy and courtesy. The result: small 
business customer scores rose nearly a full point on the satisfaction scale in a short time.

>  Employees Motivated Around Customer Satisfaction
CyberSource also uses customer feedback to support employee motivation and improvement. Each day, Customer Service Representatives 
log in to dashboards to see their personal results based on customer surveys conducted using Confirmit, and they review the responses and 
scores from their own support transactions. Supervisors are able to use the customer feedback to coach CSRs on an individual level. Survey 
data is also used for peer-to-peer comparisons within CSR teams and across the organization.

>  Five-Year Track Record of Consistently High Enterprise Customer Satisfaction
Since CyberSource has tracked key data on overall satisfaction scores with their updated 10-point scale, they have seen consistent “high 
satisfaction” rankings among their Enterprise customers over the past five years.

>  Competitive Differentiation with an Award-Winning Customer Experience
CyberSource Corporation has been recognized with ACE (Achievement in Customer Excellence) Awards for both its enterprise and Authorize.
Net small business payment management solutions, validating their outstanding achievements in customer support and product quality. The 
ACE Award certifies and celebrates outstanding achievement in customer satisfaction based on rigorous application of customer feedback 
processes and outstanding customer satisfaction ratings.

“ Our Confirmit consultants are excellent, and in the beginning they helped us look at 

the customer feedback process from a different angle. They offered innovation and 

creativity in our customer satisfaction surveys.” 

— Trish Martin
Vice President of Customer Support
CyberSource

Putting Customer Feedback to Work
While a core team at Cybersource directly manages the Confirmit application, the application distributes customer feedback throughout the 
company via custom dashboards that provide data individually tailored for customer service representatives (CSRs), for supervisors, and for 
management. Data is delivered daily, and the company uses the information to pinpoint problem areas, prioritize issues, and develop action 
plans for issue resolution.



About Confirmit
Confirmit is the world’s leading SaaS vendor for multichannel Voice of the Customer, Employee Feedback, and Market Research solutions. The company has offices in Oslo 
(headquarters), Chengdu, Cologne, Grimstad, London, Moscow, New York, San Francisco, Vancouver, and Yaroslavl. Confirmit’s software is also distributed through partner 
resellers in Madrid, Milan, Salvador, Sydney, and Tokyo. Confirmit powers Global 5000 companies and Market Research agencies worldwide with a wide range of software 
products for feedback / data collection, panel management, data processing, analysis, and reporting. Customers include Aurora, British Airways, Cross-Tab, Dow Chemical,  
GfK, GlaxoSmithKline, GMO Research, JTN Research, Keep Factor, Morehead Associates, Nielsen, Research Now, Swapit, Swisscom, Symantec and The Wellcome Trust.  
Visit www.confirmit.com for more information.

Confirmit | www.confirmit.com | email: info@confirmit.com
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About CyberSource Corporation
CyberSource solutions enable electronic payment processing for Web, call center, and POS environments. CyberSource also offers industry-leading risk management and 
payment security solutions for merchants accepting card-not-present transactions. CyberSource Professional Services designs, integrates, and optimizes commerce transaction 
processing systems. Approximately 300,000 businesses use CyberSource solutions, including half the companies comprising the Dow Jones Industrial Average. The company is 
headquartered in Mountain View, California, and has sales and service offices in Japan, Singapore, the United Kingdom, and other locations in the United States including Bellevue, 
Washington and American Fork, Utah. For more information on CyberSource please visit www.cybersource.com. For more information on Authorize.Net small business solutions, 
please visit www.cybersource.com.

 CyberSource Corporation has been recognized with ACE (Achievement in 

Customer Excellence) Awards for both its enterprise and Authorize.  

Net small business payment management solutions.

CyberSource is a multi-time winner of the annual ACE Award, one of only a few companies who have qualified every year since the 
award program’s founding in 2005. “We are honored that our commitment to customer satisfaction has brought this consistent 
recognition,”  Ms. Martin said, “because we believe customer experience is at the core of all that we do.”


