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Od slovenského
startupu az do
globalnej
spolocnosti
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Zacalo to v roku 2012 na StartupWeekend




Webova aplikacia pre studentov na feedback na
prednaskach.

L

InstFeedback

How do you like InsfFeedback?

% ok %k Xk k

Please, give us some tips to improve:

Send feedback
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Presun zo Skoly na konferencie.
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Prvé uspechy - Pioneers Festival
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Steve Wozniak

WS o

Steve, are You happy?

Join at
slido.com

slido



Elon Musk

® brightsige
Join at Wl'lat\»lasyom-b;gg

slido.com did it cha
#EMSXSW

est failure and hoy
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z Matthew McConaughey in Conversation with Jeff Nichols. 11:00AM CT

Wl Polls

Popular Recent

Michael Aloyan

For Matthew: What it is about Jeff as a director that made you
initially agree to work with him? And what are the qualities you
look for in new collaborators?

o Joselyn Safadi

What piece of literature has either changed your perspective
on an idea or you go back to constantly as a favorite read?

e Shanta Coles

Can you tell us the biggest challenge the Just Keep Living
Foundation is currently facing? [ Ask |
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Zendesk’s all-hands
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What would you like to discuss today?

Project status

New website
L ——)

Quarterly priorities
22%




Cisco is buying Slido to improve Q&A,
polls and engagement in WebEx
videoconferencing

Ingrid Lunden @ingridlunden / 2:27 PM GMT+1 * December 7, 2020 El Comment
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Customer experience v Slido
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Customer experience teams

eam

e Proaktivny research

e Maticova Struktura - kazdy
researcher z UR timu je alokovany ku
konkrétnemu produktovému timu

e Zameranie na prieskum trhu, UX,
testovanie prototypov, zber dat z
trhu.

e Pravidelné “ominbus calls”

e TyZzdennd prezentdcia zisteni pre celu
firmu

4 ludia + ML model ;)
experience team

Reaktivny research

Sucast Customer Success teamu
Zameranie na analyzu zakaznickych
ticketov, dat zozbieranych pocas
interakcii, staznosti a otazok
Pravidelné “ominbus calls” s
fanusikmi a spriatelenymi
pouzivatelmi na preverenie
aktualnych tém.

Mesacny report s videom dostupny
pre celu firmu
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Customer Voice Program
v Slido



CVP = Customer Voice Program
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Preco vznikol CVP?

Dostavame vela feedbackov od pouzivatelov
Nie je jednoduché najst' v nich suvislosti
Chceme zblizit Customer Success team a vyvojarov

Chceli sme zamerat nasu pracu tam, kde ma zmysel
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Kultura spatnej vazby

Spétna vézba nie je pre nas ddlezita len interne, ale aj vo
vztahu s nasimi zakaznikmi.

slido



03
Kto “vlastni” spatnu
vazbu od pouzivatelov?




Customer Voice Program v Slido

[ Success team }

Customer
experience

Insights team

Customer Voice
Program




Customer Voice Program

CVP pomaha timu v Slido lepsie porozumiet hlasu
zakaznika na kazdom kroku Customer journey tak, aby
vSetci robit informované a teda lepSie rozhodnutia v oblasti
svojej zodpovednosti.
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Do CVP prispievaju data z 8 roznych timov

N - 2O
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4 kroky v CVP
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Customer Voice Program

9 Poéﬂvanie}u Posﬁdenie}h_, Analyza } # Zdielanie
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Customer Voice Program

. Pocuvanie <« Posudenie ., Analyza I.. Zdielanie
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Customer Voice Program

. Pocuvanie

°** Customer care
Problémy, poZiadavky na
funkcie, pains, customizations

E‘ Prieskumy

NPS email, onboarding,
obnovenie licencie,
uzivatelské prieskumy

E Formulare v produkte
App, Admin, Slido labs

@ Zistenia timov

#customer-insights a Insight
forums

? Komunity
Insights z Help centra a
komunitného portalu

App store & web

¢« Posudenie <, Analyza

.. Zdielanie
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sli.do

Hello,

We hope your event, Back to Helpline, was successful and Slido helped you to make it more
engaging. We would love to hear your feedback.

How would you rate your experience with Slido?

o

Many thanks,
Your Sbico Team.

Made with % by Slido + Our Blog

om | contact us

Events

Create event
Organization settings
Team management

Account analytics

(® Upgrade

"\ Product news (1]
(3 Help Center

() Tutorials

[Z]  Help improve Slido

Logout

9 Add a customer insight X

Email

[ J

Email address of the user or customer

Plan

l Choose plan v ]

Related to integrations?

No v]

Related to remote?
[ No v ]

What is your insight?

You can share the insight, feature request, new use case or need.

® Learn more about Slido tools Cancel m




Customer Voice Program

. Pocuvanie

°** Customer care
Problémy, poZiadavky na
funkcie, pains, customizations

E‘ Prieskumy

NPS email, onboarding,
obnovenie licencie,
uzivatelské prieskumy

E Formulare v produkte
App, Admin, Slido labs

@ Zistenia timov

#customer-insights a Insight
forums

? Komunity
Insights z Help centra a
komunitného portalu

App store & web

b

¢« Posudenie <, Analyza

°** Zdroj pravdy
V3etky zistenia sa

zbieraju v Live Agent
(CC tool)

Follow-ups
Emaily pouzivatelom

) . .

> Oznacovanie

1. Manualne

2. Automatické (Regex)
3. Tagay (ML model)

Data Warehouse

V3etky zistenia su
ulozené v DWH

.. Zdielanie

slido


https://www.notion.so/slido/About-Taggy-and-how-it-works-21630b9b21db426c9bc11bb122951b3d
https://www.liveagent.com/

¢« Posudenie

Ked' zistime problem ktory hlasi pouzivatel, poziadavku na
novu funkciu, alebo iné zaujimaveé zistenie, priradime mu
tag, tak aby bol lahko dohladatelny v buducnosti.

slido



Customer Voice Program

. Pocuvanie

°** Customer care
Problémy, poZiadavky na
funkcie, pains, customizations

E‘ Prieskumy

NPS email, onboarding,
obnovenie licencie,
uzivatelské prieskumy

E Formulare v produkte
App, Admin, Slido labs

@ Zistenia timov

#customer-insights a Insight
forums

? Komunity
Insights z Help centra a
komunitného portalu

App store & web

b

¢« Posudenie

°** Zdroj pravdy
V3etky zistenia sa

zbieraju v Live Agent
(CC tool)

Follow-ups
Emaily pouzivatelom

) . .
> Oznacovanie
1. Manualne
2. Automatické (Regex)
3. Tagay (ML model)

Data Warehouse

V3etky zistenia su
ulozené v DWH

o0

Superset’

<, Analyza

Reporty

Data analyzované z
reportov, ktoré
pomahaju odhalit' trendy

* Konverzacie

Analyza konverzacie so
zakaznikmi

.. Zdielanie
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https://www.notion.so/slido/About-Taggy-and-how-it-works-21630b9b21db426c9bc11bb122951b3d
https://www.liveagent.com/

CX | Customer insights st

Main overview By topic/feature  Insights in NPS  Search by tag

Al ratings

CX | Number of reviewed NPS feedbacks

304

CX | NPS insights topics - All ratings (Excellent+Good+Fair+Poor)
@ topic-polls @ topic-pricing [ topic-integration (M topic-other [ topic-questions [

Search by customer

"y

Search by ticket

Analyza

1>

Refund reasons Al tags

Insights stats

Complaints

@ Sentiment score explained

Sentiment score takes the NPS rating into the account (Excellent rating - 1 peint Gand = 2n Eair
= 3p, Poor = 4p).
& Full explanation in Notion

CX | Customer insights  ruwisnes

Main overview By topic/feature  Insightsin NPS ~ Search by tag ~ Search by customer  Search by ticket  Refund reasons
CX | NPS insights - Al ratings (Excellent+Good+Fair+Poor)

Search
o) sentment Insight by plan type, plan name, tier and territory

tag score
request-pricing-mre polls in basic 3 ]
P e——— Py CX | Insight by plan type e H CX | Insight by plan name e H
T e e s s P @ Avnuel @ Basic @ None @ EDU @ Enterorise @ Engage (@ Professional (@ None
request-pricing-more features in basic 15
topic-pricing-basic °
usabilty-integration-powerpoint-issue 4 1739%
request-polls-music 7 104% 0.44%
education-product onboarding o tutorial or s
instructions
usabilty-polls-results-display resuts 3 i

78.26%
30.43%

CX | Insight by territory e H

@B AVER @B UK @B APAC @B EUA @ None

Al tags

CX | Insight by tier

Insights stats

Y

Complaints

@ 4 Low @ None [ 3: Hybrid @B 2: High

13.04%

21.74%

60.87%



Customer Voice Program

. Pocuvanie ¢« Posudenie

°** Zdroj pravdy

(.')ustorr].er care Vsetky zistenia sa
Problémy, poZiadavky na zbieraju v Live Agent
funkcie, pains, customizations (CC tool)

\=| Prieskumy

NPS email, onboarding,
obnovenie licencie,
uzivatelské prieskumy

Follow-ups
Emaily pouzivatelom

E Formulare v produkte
App, Admin, Slido labs

@ Zistenia timov % Oznaéovanie
#customer-insights a Insight 1. Manualne

forums 2. Automatické (Regex)
3. Tagay (ML model)

? Komunity
Insights z Help centra a

komunitného portalu
P Data Warehouse

VSetky zistenia su
ulozené v DWH

App store & web

o0

Superset’

<, Analyza

Reporty

Data analyzované z
reportov, ktoré
pomahaju odhalit' trendy

* Konverzacie
Analyza konverzacie so
zakaznikmi

.. Zdielanie

li.. Insights dashboard

Dasboard dostupny pre
kazdého v Slido

E} Insight reporty
Mesaéné reporty

’ Insights stories
Customer stories zamerané
na pouzivatelské poZiadavky
a problémy

@ Insights meetings
Tyzdenny meeting pre celu
firmu s prezentaciou zisteni


https://www.notion.so/slido/Insight-stories-bec95256fac34b1aaa994813ac3e84fe
https://www.notion.so/slido/About-Taggy-and-how-it-works-21630b9b21db426c9bc11bb122951b3d
https://www.liveagent.com/

1, . Zdielanie

Customer Insights Report

Q4 2021

Quarterly summary of must read insights from our customers.

vidcast

& My Videos

S s March 9, 2022 at 3:11 PM

Customer Insights

February Mash-up

Monthly summary of key insights from our customers

-

°
P » < 0:00/0:36 (00:30 @ 1.2x)



Moje posolstvo

e \Vytvorme zaujem o pouzivatela naprie€ celou organizaciou

e Investujme Cas a prostriedky do po€uvania pouzivatelov, vrati sa nam to

e Merajme agregovany ukazovatel, napriklad NPS

e Nezakryvajme si oCi pred problémami, jasne ich pomenujme, zohladnime v dalSom
VyVvoji, ale netrestajme ich, kazdy robi chyby, problém je ak sa s nich nepoucime.

e Pripravme sa, Ze na to aby to fungovalo potrebujeme alokovanych ludi

e Budujme empatiu k pouzivatelovi

e Oslavujme uspechy nas aj pouzivatelov
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Q&A
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Dakujem
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