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One of America’s Largest Retailers
Drives Business Success with Customer Feedback 

One of the United States’ largest retail brands has nearly 700 stores and is the leading 
provider of content, digital media and education products. With a vast product offering and 
an array of store locations, it struggled to capture and analyze customer support feedback. 
Despite its focus on high-quality products and commitment to the emerging digital content 
market, the retailer placed little focus on soliciting actionable data from customers to better 
understand and improve the customer service experience. 

In the summer of 2010, the organization appointed a new leadership team that valued the 
insight hidden within customer data. The executives wanted to make sure it was captured 
during the upcoming holiday season so they needed to move fast in order to execute on time. 

“It was essential for us to find a partner that had a flexible product with a variety of offerings,” 
said the retailer’s Senior Manager of Customer Service Solutions. “Moreover, we were 
working within a tight timeframe and our partner had to have the ability to hit the ground 
running as soon as they were selected.”

Enter Confirmit
After a competitive review process of the top five customer experience solutions providers,  
the retailer selected Confirmit for a variety of reasons. The organization’s customer 
experience team appreciated the early exposure it was given to its Confirmit team which 
quickly established a strong degree of trust and confidence. The retailer was seeking a 
partner that would be an extension of its own team and play a consulting role when necessary 
– giving its staff the ability to understand and analyze the data on their own in order to 
implement corrective action when necessary. 

“We’re a very hands-on organization so we wanted to have a say in each piece of the process,” 
said the senior manager of customer service solutions. “The offers from the other providers 
were trying to fit a square peg in a round hole and it just wasn’t working. After a thorough 
review process, Confirmit stood out from the other vendors and we knew they were the right 
partner for us.”

The retailer’s Voice of the Customer program includes a variety of dynamic email surveys 
that are specific to each customer and expire seven days after receipt. The surveys include 
a number of variables such as point of contact, customer service representative, time to 
respond and others that help the retailer gather deeper understanding of the customer’s 
experience. The survey questions evolve as the customer completes the survey, crafting a  
new and unique question based on the previous answer.

Driving Action 
> 6.8% increase in customer 

satisfaction

> Targeted improvements to  
agent training

> Standardizing the customer 
experience through partners

> Hard data drives development  
of outsourced relationships.

“ We’re a very hands-on organization so we wanted to have a say in each 

piece of the process… after a thorough review process, Confirmit stood  

out from the other vendors and we knew they were right partner for us.” 

— Senior Manager of Customer Service Solutions



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.
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Create Employee Improvement Opportunities with Customer Intelligence
With more than 800,000 surveys per year and a 14 percent response rate, the retailer gathers 
a significant amount of customer intelligence. This insight has led to a 6.8% increase in its 
customer satisfaction score and has positively impacted internal agent training protocols.

“With Confirmit as our partner, we’re able to improve our agent training procedures on an 
aggregate or agent-by-agent basis depending on each situation,” said the senior manager 
of customer service solutions. “If we see an individual’s satisfaction score trending low, the 
agent’s manager will establish a month-to-month or survey-to-survey check-in system with 
them to improve and take steps in the right direction.” 

Furthermore, because the retailer partners with a variety of third-party sellers, they need 
to ensure their customers from around the world are receiving the same level of customer 
support and quality customer experience no matter the location. With Confirmit’s technology, 
the retailer is able to use the overall satisfaction score as a constant point of measurement 
among its various outsourced resellers which allows the retailer to view all results on an 
even playing field. For instance, because the retailer has customers in every corner of the 
globe it needs to easily and fully comprehend the customers’ language. Analyzing customer 
comments and feedback from the surveys, arms the retailer with information about agents at 
third-party locations who may need additional coaching and training on specific languages.

Utilize Customer Feedback for Strategic Business Decisions 
Confirmit’s most successful clients are those that take customer and employee feedback 
and apply it to other lines of business for increased efficiency and sales; the retailer is an 
excellent example of this. 

“The VoC program has absolutely driven business decisions internally. It impacts who 
we outsource to – we run a month-over-month report that shows our managers how our 
outsourcers are doing against each other,” said the retailer’s senior manager of customer 
service solutions. “The customer satisfaction number is weighted against how much business 
we do with them to see where we’re getting higher satisfaction ratings, it impacts how much 
business each outsourcer receives.” 

Confirmit’s role-based hierarchy and configurable dashboard allows the retailer to share 
overall customer satisfaction results with each outside partner as well. This enables them 
to see real-time results so they can proactively communicate with their agents and create 
unique training programs for those who need to improve customer satisfaction results. 

With innovative technology from Confirmit, an excellent management team and dedicated 
employees, the retailer dramatically increased its understanding of its customer base and 
strengthened its relationship with employees and external agents; an all-around success.

Confirmit Provides: 
> Highly tailored and responsive 

online surveys

> Role-based, configurable 
dashboards to deliver clear 
insights

> A hybrid approach, providing 
consulting where required 
and self-service to maximize 
efficiency

> Multi-language surveys to 
increase global insights.


