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Executive Summary
In this project, we briefly demonstrated the importance of customer management and 
research. Then, evaluated the efficiency and inefficiency of Qualtrics XM in Sales Organization 
3.0. Then we listed the market demands for Qualtrics to improve. We compared Qualtrics with 
Wix Answers, Zendex, and TeamSupport and made a SWOT analysis for Qualtrics.

We identified Qualtrics XM as an important player in its market and made a relevance analysis 
for Qualtrics and its competitor. For 4 attributes including training, customer support, safety, 
and employee engagement, Qualtrics has higher relevance level than the average.

Finally, we provided three recommendations for further development: 1) 3 Levels of Solutions; 
2) Live Chat; 3) Mobile Platform. Based on these improvements, we also discussed the barriers 
Qualtrics should have to prevent new entrants and the switching cost for new users. 
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Sales Organization Evaluation

➔ Effectiveness

◆ Professional

◆ Customer support

◆ Customizable system

◆ Informative

➔ Ineffectiveness

◆ User-Friendly

◆ Platform

◆ Compatibility

Top Alternatives to Qualtrics Core XM
- Wix Answers
- Team Support
- Zendesk
- Freshdesk
- SurveyMonkey
- Typeform
- Formstack
- Zoho Survey



Customers Needs & Expectations 

➔ More customer reports

➔ Reporting options

➔ Flexibility in the background 

template

➔ Group editing feature

➔ Feature of automatically draft 

saving



Main Competitors Analysis

- Best For mid-market and enterprise
- Pricing starts at $80 per month, per user.No free trial
- No predictive,sentiment, &text analysis

- Fortune 500 companies; over 200,000+ customers
- Pricing starts at $5  per month, per user.
- No free trial

- All-in-one support solution
- Pricing starts at $50  per month, per 

user.Offer free trial.
- No negative feedback management



Main Competitors Analysis



SWOT Analysis

Strength

● Multi Platforms, Multi Functions
● Customer experience Mgt
● Both Online & in person training

Weakness
● Technical issue support
● Flexible Features
● Relatively high price

Opportunity

● Population growth - potential 
customers

● Business organization increasing 
needs

● IT development

Threat
● Increasing competitors
● High cost on continuously upgrading
● Customer Loyalty/Unsustainable
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Feature Analysis 
➔ In Digital Sales Transformation Pillars/Levels

◆ Sale 3.0 (Tech to People)

➔ In Vendor Neutral Frameworks
◆ Sell More & Again    

(Customer Experience & Engagement)
◆ Why Buy & From You 

(Buyer Consensus Value)



Feature Analysis



Feature Analysis

Ease of use Collaboration

Price Customer Support

Safety Employee Engagement

High Importance

High Difference

High Relevance

Training Customer Support Safety Employee Engagement

Customer Support

Employee Engagement



Improvement Analysis

3 Levels of Solution Package

» Barriers to Entry
⋄ Small (modification on IT and 

new pricing)
» Switch Cost
⋄ Original users must choose a 

plan, 
⋄ Give up certain technologies 

for lower price



Improvement Analysis

Live Chat » Barriers to Entry
⋄ Medium (human capital & IT)

» No Switch Cost



Mobile Platform

Improvement Analysis

» Barriers to Entry
⋄ Medium (IT support & financial 

capital)
» No Switch Cost



Thank You!
Q&A


