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Our client, a prominent global OEM leader in the automotive industry, engages
in the design, manufacturing, and sale of trucks, buses, construction
equipment, as well as marine and industrial engines. Top of FormWith
production facilities across 18 countries, they deliver products to over 190
markets worldwide.

Several hours wasted on creating and distributing survey forms on multiple
channels. 
Not being able to personalize surveys for different customer groups. 
Not being able to share survey results in real-time with other departments. 
Inaccurate prediction of customers at risk, increasing churn rate. 
Difficulty in tabulating and analyzing text-based feedback/experiences on
multiple platforms to understand actual sentiments and voluminous data. 

As part of their customer experience initiative, they regularly conduct surveys to
gain insights into their customers' problems and experience with their
products/services. Apart from surveys, they received queries and feedbacks via
emails, social media, websites, and chat/messenger services.  
 
With customer responses and feedback coming from multiple channels, visualize
the volume of feedback data they might be receiving. Usually, this data is in an
unstructured form, raising additional challenges in accurately analyzing and
gaining insights from it.  
 
Broken and disconnected insights defeated their purpose of improving customer
experience and satisfaction. There were other issues too:

Recognizing the need of a digital solution to streamline the survey process,
Softude designed an AI-powered customer satisfaction survey system. It
facilitates automatic data collection, enables real-time measurement of overall
customer satisfaction, and generates real-time data-driven insights. Its robust
reporting and analytical capabilities transform feedback into actionable insights. 

Our Solution

Client Background 

Business Challenges 



Create customer survey questions from a pre-defined question library. 
Easily design and customize surveys using pre-built templates. 
Select target customer lists and distribute surveys effectively. 
View campaign details like customer name, area, contact information,
response status, etc.  
Quantify satisfaction using Net Promoter Score and collect customer feedback. 
Control access and permissions for template and report editing, viewing, and
creation. 
Gain in-depth insights into campaign responses and trends. 
Compare the performance of previous and current campaigns for the
targeted year. 

4.4 CSAT score on a scale of 1 to 5. 
Customer retention rate increased from 68% to 81%. 
Efficient tracking of customers’ feedback.  
Improved survey performance with a complete overview of survey campaigns. 
Enhanced decision-making through data-driven insights. 

Solution Features 

Solution Impact 
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Incorporated in 2005, Softude is a global IT consulting and services company with expertise in architecting
digital transformation solutions and providing software product engineering services. We are dedicated to
creating innovative and interactive digital experiences that connect people to the brand. These software
solutions that are used across 32+ countries are engaging audiences in-venue, on the web, and personal
mobile devices. Our highly competent and trusted team delivers digital brilliance that accelerates our
client’s digital-first journey.

Softude is a CMMI Level 5 appraised, ISO 27001:2013, ISO 9000:2015, and a Great Place to Work For
certified company.


