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Turning Al Concepts into Real-World
CX Solutions to Drive CX Impact

“SKOPOS x qualtrics™
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You're listening.
But are you
acting?

People expect businesses to act— not just collect feedback.

953% 64%

OF CONSUMERS OF CONSUMERS
cut spending after a bad prefer to buy from companies
experience (+2.7% YoY) that tailor their experiences

to their wants and needs

$3.8T

ANNUALLY

IS the cost that poor
experiences impose
on businesses

qualtrics™



You're listening.

But are you
acting?

Most organizations are
sitting on a mountain of
experience data—but
struggle to turn more than a
small fraction into real
action.

Although 85% of

CO
CO
Or

mpanies say they
lect experience data,

v 10% use it to take

meaningtul action.

qualtrics™
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How business value is
createdina CX Program

Positive
r / r Impact
LISTEN UNDERSTAND ACT s

I CSAT

-~ -~ -~ I Revenue
Z Z Z | Cost

Lacking Depth Inability to Lacking
of Feedback Data Prioritize Insights Resources and

Focus on Acting



How can we listen better to
get more insightful data?

Personalize the survey taking experience to
make it feel like a conversation

What can our airline do to improve your experience?

qualtrics

LISTEN

J

Responses are more insightful

« 87% more topics identified

« Percent of responses showing Lexical Diversity
increased from 27% to 77%

« Detection of meaningful sentiment and emotion,
increased by at least 38%

Respondents are more engaged

 Despite answering more, they found the survey LESS
burdensome to complete

« 6/7/% of respondents said Al follow-ups made the
survey MORE engaging

 With low latency (~1 sec), there was no statistically
signhificant impact on drop-out rates

M

®



How can we analyze data
to cut through the noise?

Insights Explorer: Maxe XM data come to live
with GenAl summarization & storytelling

XM  Insight Explorer

Welcome to Insight Explorer

Set up Al-generated insights from your projects to pinpoint customer concerns, explore
key themes within your data, and more. Simply start with one of our insight types and set
filters for your selected project.

)f( Generate an ingight

Learn more about how insights are generated

-

UNDERSTAND

J

qualtrics™

Qualtrics Assist: Democratizing Insights with
GenAl-powered conversational interface

XIM  Frontline Manager Assist

A Check insights - Your Performance

My hotel's performance

c How satisfied are my location's guests, and what is driving that performance?

Check insights

Your Region's Rating V¥ Benchmark: Your Division W

a

View feedback

Manage tickets

(4

Learn and grow

U Checkin

Digital experience
Recognize
achievements

3.3

141 Responses

Top 5 Problems

Sentiment 54

Valet
Restaurant

Room cleanliness

Key Focus Areas Affecting Overall CSAT

Impact wl

Dining Room Cleanliness Q

® 7% Your Score
79% Company's Average

3.8

32 Responses

impact il

Check-in process
improvements

Locations in Your Region ¥

Hotel +
301-ANA
301-BAK

301-CHU

Top 5 Strengths

Staft friendliness
App experience
Check-in
Ambience

Room comfort

Checkout Times

Impact al

2 Hide filters and tools

Al-powered coach

A

How do | compare to local competitor hotel chains?

§26 Qualtrics Al

L

Here are a few insights from the past month:

= Your hotel locations’ Google Star ratings have
improved this month over your top two
competitors, Google reviews this month cited
‘Efficient check-out process’ and ‘friendly,
helpful staff', most frequency reason they were
satisfied with their stay”
For the 6th month in a row, your CSAT score
compared to the hospitality benchmark has
improved. Staff responsiveness and friendliness
continue to be your top drivers for yout high
CSAT score

O b &2



How can we drive actionto |
achieve actual impact?

Speed up closing the inner loop with Al-

personalized responses

XM T-3583 Customer Detractor Ticket

Status Owner or team

Open John Doe

Group Priority

NW Service High

« Ticket details

PRIYANSHI GOYALProducti 2134215604 /f Contact SupportWhat's happening?0n Thu, Aug 24,

at 3:21 PM Priyanshi Goyal wrote:Hi there, Had a negative experiencePRIYANSHI GOYALProduc
2134215604 // Contact Support

Customer Profile
Comments
Change log
Email history
Sub-tickets

File attachments

T-3581 Detractor - The agent was not able to understand what

To:

From name:

Subject:

Message:

Attach files

Corporate template 001 really long nam ~ | | English ~

# Al-generated response & 5%

Thank you for bringing your recent experience to our attention. First and foremost, | would like to sincerely
ze for the frustration you faced upon your arrival at our restaurant. | can only imagine the disappointment and
ence you felt after a long flight, when all you were looking forward to was a tasty piece of chicken

We value your loyalty and would be grateful for the opportunity to demonstrate the high standard of service we are
known for. Gur restaurant team will be reaching out to you directly to discuss this matter further and to as
any future purchases or requirements you may have.

he rest of the reply. | want it to be longer so | ean show what the Ul looks like when the reply is long, so | am

writing this to add at the end of the reply. | don't know what to type because | am bad at making durmnmy text so I'm
just gonna go stream of consciousness off the dome. Okay, | think that is enough.

Is this helpful? g GJ Add to email

Carefully generated c nt for accuracy before sharing it. @

{Default) Fort  ~  12pt ~

Hello {customer_name},

{gen-ai-response

What’s next?
How can ACTING
be accelerated

further?

qualtrics™



HUMAN CONNECTION

PLATFORM
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Resolution Agent: Closing the loop directly within a survey

Today’s typical survey Surveys equipped with
experience Experience Agents

AVION

AIRLINES

SURVEY RESPONSE SURVEY RESPONSE

How was your most recent flight experience?

Type message

SURVEY COMPLETED -
INSTANT

ACKNOWLEDGEMENT
ACTION

-+

TICKET CREATED

CUSTOMER THANKS
RESPONDS SURVEY COMPLETED

+

| SURVEY RESPONSE___
*
A
A

HUMAN AGENT


https://www.figma.com/proto/qQlY8FJ7IqHK3doGsTaBzo/Generic-Survey-Agentic-Extension?node-id=36-19581&p=f&t=LxRcPO5HKEfqWfC2-1&scaling=contain&content-scaling=fixed&page-id=36%3A19580&starting-point-node-id=36%3A19581

P SKOPOS
Bl CONNECT

Driving CX Impact




P SKOPOS
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Impact & Success in CX is based on 4 focus areas

CX Strategy & Vision

Defines the importance of customer
centricity and its integration into the

corporate strategy

Culture & Change
Management

Anchors customer-centric thinking in all

departments in the long term

CX Programs & Processes

Establishes clear guidelines for CX measures

and the effective use of CX metrics

Data & Insights

Connects BOX data (Behavioural,
Operational & Xperience) for data-driven
decisions and better customer

understanding



P SKOPOS

Bl CONNECT

Knowledge around customers is often spread across tools

qualtrics™ \m miro f
Business '/ N \ FFEX Customer

Objectives Needs




P SKOPOS
Bl CONNECT

Managing the whole Customer Journey is key to success

Customer Lifecycle Awareness Consideration
{ )
(]
°
S - -

End 2 End-Journeys

Micro-Journeys

S - “ - -




P SKOPOS
Bl CONNECT

Next Level Customer Centricity: Co-Creation

|

THE CUSTOMER CLOSE BY FOCUS ON THE CUSTOMER

i — | .
\ : Customers provide feedback along
\ .

the customer journey.

In a community, topics from a VoC-
program can be explored in depth and
new insights can be gained.

Insight -
Community

Innovative software solutions deliver
most important insights & pain
points.

In co-creation approaches new
products & services will be developed.

N



Al + People
= Real Transtformation

Embed a culture of
listening and action

J

From Listening to Action: Embedding Al and
People for Continuous CX Growth

P SKOPOS
B CONNECT

qualtrics™

-

Celebrate continuous
CX success and
communicate ROI

J
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Thank you!
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