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CASE STUDY: GlobalRetailer
How We Help Global Retailer Glean Insights

From Over 30,000 Customers Daily



Dedicated to crea�nguniquely
brandedcustomerexperiences,
this interna�onal retailer surveys
over85,000patrons throughout
theU.S. andCanadaeveryday to
get feedbackon store visits.

At a Glance

“Thesystemhasbeensuperreliable
foroursurveyandtheProfessional
Servicesteamhasconsistently
providedexcellentcustomerservice.

Ifeelstronglywechosetheright
partnerinEnghouseInteractivefor
ourCustomerExperiencesurvey”

– Director of
Global Consumer
Insights

GlobalRetailer

Ongoing Partnership
Increases CX Insights Value

Successes

TheProfessional Services team ini�ally consultedwithmul�pledepartments – IT,
procurement, security,marke�ng, customerexperienceandbusiness intelligence– to
architect anefficient system.

As theproject evolves –withnewrequirements andbusiness goals – Professional
Services serveas anextension to the retailer’s CX Insights team,providingproject and
changemanagement services andcustomized solu�ons.

•Automatedata collec�onandanalysis across 8,000+ stores in theU.S. andCanada.

•Achieve35%par�cipa�on rate.

•Dynamically addnewstorespar�cipa�ng in the survey.

•Regularlymake changes to the surveywithnodown�me.

•Easily add surveyques�ons toevaluate seasonal campaigns andpromo�onal offers.

• Seamlessly incorporatenewpar�cipa�ng countrieswithmul�-lingual requirements.

•Maintain a standardized feedbackprocess—evenasnewstores areadded—to
ensure representa�ve coverageacross theen�re retail opera�on.
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Solu�ons
TheCXprogram’ssuccesswaspredicatedonsurveysoftwarethat
wasrobust,flexible,andaboveall,scalable. Inaddition,the
magnitudeoftheprojectandlogisticstosupporttheeffortposed
manydemands, including:

•Managingmaximumquotarequirements,updateddaily,atthe
storelevel.
•Seamlessly integratingreward’sprogramCRMdataandcustomer
transactioninformationintothesurvey:purchasedate,store
location, itemspurchasedandrelateddemographics.
•Processingover30,000surveysnightly.
•Personalizingeachsurveywhileensuringabrandedlookandfeel.
•Makingchangestothesurveyontheflywithouthavingtotakethe
surveydown.
•Addingnewstorestothesurveyonanas-neededbasis.
•Incorporatingnewstoreinformationfieldsasneeded.

Setupaseriesofdataandbusinessmanagement
rulestooptimizeefficiencyandeliminatemanual
errorsbyautomating:

•Respondentquotamanagement:Eachstorewas
monitoredforaquotaof100respondentsperstore
permonth.

•IntegrationofCRMdataandcustomertransactions.
informationtoenrichandpersonalizethesurvey.

•Secureprocessingofthousandsofnightlyfeeds
containingencrypteddata.

•StandardizingtheCXfeedbackfortrendanalysis
whileallowingforseasonalandevent-basedresearch
tobeconducted.
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Enghouse Interac�ve (EI), a subsidiary of Enghouse Systems Limited (TSX:
ENGH), is a leading global provider of contact center so�ware, services, and
video solu�ons, serving thousands of customers for over 35 years. Enghouse
Interac�ve solu�ons enable customers to deliver winning customer
experiences by transforming the contact center from a cost center into a
powerful growth engine.

Enghouse Interac�ve’s core values – Reliability and Choice – are key
differen�ators in the global marketplace. Reliability speaks to Enghouse
Interac�ve’s reputa�on for consistently honoring its commitments to its
customers, staff, partners, and investors. Choice is reflected in the unparalleled
breadth of its CX por�olio, which enables customers to choose from a wide
array of solu�ons, whether deployed on-premise, in the cloud, or on a hybrid
pla�orm. By leveraging a broad range of technologies and capabili�es based
on open standards, Enghouse Interac�ve simplifies the advanced integra�ons
customers require.

Respec�ng local regulatory requirements, and suppor�ng any telephony
technology, Enghouse Interac�ve ensures that its customers can be reached by
their customers – any�me, anywhere, and via any channel.


