SUCCESS CASE

Res lis with Medallia

+35 pt+ SK+» 5.7x

[%2)
(O]
2 . .
g in NPS advisors accessing lifetime value of
n feedback promoters versus
= detractors!
(&]
s
£
LL

0§ Medalli
Lo

2 g edallia
©

< £

In alliance with E\; SHMT



Strategizing a customer-first mindset

XP Inc. has been operating in the Brazilian
financial market for over 18 years. As one of the
fastest growing financial investment companies in
Brazil and abroad, XP has more than 2.8 million
customers and more than U$119 billion in assets

under management, across three businesses.

Customer feedback has always been extremely
important to XP and the company wanted to build
on this commitment and even become recognized
for excellence in this area. XP realized that its
current customer experience tools were somewhat

limited




Diving deeper with text analytics

The motto behind XP’s customer experience team

is “Measure in order to manage.” XP uses the Net




SUCCESS CASE

medallia.com/customers/

XP advisors have adopted Medallia enthusiastically,
starting with 300 and expanding to 5,000 advisors
accessing the tool on a monthly basis. Many
business groups within the company have access
to customized dashboards, which ensures better
engagement and improvement in quality and

response times.

Focusing efforts on a customer-centric mindset has
helped XP make certain that even as the company
grows it is retaining and deepening its connection
to customers. In 2020, XP was honored with the
Best Measurement in Customer Experience award
by the North American Customer Centricity Awards

organization.

XP is revolutionizing the
market, and we will continue
to focus on providing an
exceptional experience for
our customers”

Guilherme Kolberg
Head of Customer Experience at XP Inc.

About us

Medallia is the pioneer and market leader in Experience Management. Medallia’'s award-winning Saa$S platform, the Medallia
Experience Cloud, leads the market in the understanding and management of experience for customers, employees and

About SMT
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