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more importantly, respond to — themes and issues that
customers are concerned about, and take effective action
to improve the customer experience moving forward.

Tim Wilbourn, Head of the Critical Accounts Program,
noted that “In the Critical Accounts program, our goal is
to prevent issues from happening. We're the firefighter

in the moment, but then we’re the fire prevention team
going forward. We take that same approach into the Voice
of the Customer programs, where we take the insights in
real time in a digital program, and get that information,
those insights and themes to the right people or group so
we can start to make change. A lot of people were stuck
in their legacy thinking. We needed to think differently, to
change, to pivot, to listen more. It's been really awesome
to see the shift in thinking,” said Wilbourn.

Selecting Medallia as the vendor of choice helped fix
the issue of declining survey response rates and low
confidence in the quality of the surveys. Previous survey
quality issues, such as various departments surveying

a customer too frequently or asking different questions
which weren’t shared, often led to actionable insights
being dismissed or overlooked. Medallia has enabled the
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