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product overview

MOnitOR agents and eveRything else—in Real tiMe
To effectively respond in real time, you need data in real time. With Medallia, you’ll make decisions and improvements that matter, 
exactly when they matter.

Agent-specific results. �   
Give managers, coaches and agents a real-time view of  
each agent’s survey results—including real scores and 
comments from specific customers. 

Instant rankings.   �

By monitoring which agents are providing the best  
(and worst) customer experience, you’ll be able to provide  
the right coaching to the right people at the right time. 

All your key dashboards. All in one place.   �

Benchmark your contact centers, teams, accounts, product 
lines, customer segments, and agents. See it all in one 
scorecard, and know instantly what’s working and where 
things need improvement.

Updates on the move.   �

You’ll get reports in real time, not just on your desktop 
 but on tablets and mobile devices. Medallia delivers 
valuable, up-to-the-minute experience data to coaches  
on the contact center floor, or wherever they are.

teChnOlOgy Built fOR tOday’s  
Business COMplexity
Change is a fact of life, and your contact center operation is no exception— 
it’s always evolving. The Medallia platform was built with that in mind.  
No matter what the complexity, our platform excels and supports all  
your needs.

One platform, fully capable.   �

We support multifaceted, high-volume programs across languages, geographies,  
and multiple points of contact. Now you can easily compare your outsourced chat  
agents in Bangalore to your live phone agents in Boise.

Organizational changes? No problem.   �

Medallia easily keeps up with changes in your team, including new agents,  
agent attrition, supervisor changes, skill changes, seasonal staffing peaks, and more.

Handles all data, structured and unstructured.   �

Medallia can collect customer experience feedback on your contact center through  
web surveys, IVR surveys, or even live outbound calls. But what about unstructured  
text? We can handle that, too, by transcribing voice feedback on IVR surveys and  
performing text analytics.

One client uses 
Medallia to 
aggregate data 
feeds from  
25 regions  
and send out 
seven different 
questionnaires  
in 15 languages.

integRates seaMlessly with yOuR CRM systeM
Deepen insights and efficiencies with integration: we’ve built Medallia to work seamlessly with on-premises  
and cloud-based CRM systems, including custom data warehouses and applications.

Survey customers automatically.   �

Medallia can send survey invitations immediately after a transaction takes place. 
Simply use our traditional automated import/export features, or take advantage  
of our real-time, two-way API—a first in the CEM industry. 

Put feedback into agents’ hands—right in their CRM account view.   �

With Medallia, you can give agents a 360-degree view of the customer by 
embedding customer experience scores directly into customer records.  
What’s more, by using our single sign-on capabilities, you can enable agents  
to see detailed data with just one click. 

Use CRM data to deepen insights and analysis.   �

With flexible configuration options, the Medallia platform allows you to integrate 
nearly any data from your CRM system. Now you can turbo-charge your analyses  
to pinpoint which segments, geographies, or customer types need the most attention.

ClOse the lOOp. ReCOveR at-RisK CustOMeRs 
You already know it costs less to retain a customer than it does to acquire a new one. Medallia’s service recovery workflows  
help you keep valuable customers, even after a service problem occurs. 

Instant warnings.   �

When customers report a problem, Medallia’s performance alerts notify your managers automatically.

Better outreach.   �

Unique tools to help managers connect directly with customers, solving problems and improving loyalty.

Constant improvement.   �

Easily track follow-up activity, share findings with colleagues, and fix issues before they affect other customers.

The Medallia Alert Workflow
1. See Alerts right on your Medallia dashboard.
2. Easily click down to see details on each customer alert.
3. Respond to the customer right from within Medallia.

Key Benefits

Monitor agents and  �

everything else —  
in real time

Built for today’s   �

business complexity

Integrates seamlessly   �

with your CRM system

Recover at-risk customers �

Medallia COntaCt 
CenteR  expeRienCe
eveRy agent eMpOweRed. eveRy Call an OppORtunity.

You care about customer loyalty, but managing contact centers  
is complicated. Delivering uniform and exceptional service, with  
hundreds or thousands of agents (often in multiple locations and  
teams), is neither trivial nor commonplace. It’s complicated, but  
what you want is simple: passionate agents, united, engaged,  
and effective.

We understand. 

Medallia based its Contact Center Experience solution on  
10 years of helping companies improve customer experience  
results. We empower everyone in your organization with access  
to meaningful insights, benchmarks, tools for exploration, and,  
most important, the ability to serve your customers’ needs  
and concerns.

Your business is complicated, and we don’t just understand it:  
We’ve built the technology to support it.
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GEORGE SCALISE

President

Semiconductor Industry Association

Master of Ceremonies

DR. MAE JEMISON

Astronaut & Technology
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Growth & Opportunities in China
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& Managing Director of Equity
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SIA Forecast 2003-2006

JOHN DAANE

Chairman, President and CEO
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Robert N. Noyce Award Recipient

and Keynote

GOVERNOR GEORGE PATAKI

State of New York
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Semiconductor Industry Association

Forecast & Award Dinner 2003
Wednesday, November 5, 2003
Imperial Ballroom, Fairmont Hotel 
San Jose, California

5:30 Registration & Reception
6:30 Dinner & Program
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SIA Welcome
GEORGE SCALISE
President
Semiconductor Industry Association

Master of Ceremonies
DR. MAE JEMISON
Astronaut & Technology Entrepreneur

Growth & Opportunities in China
ANDY XIE
Chief Economist of Asia Pacific 
& Managing Director of Equity
Research Department
Morgan Stanley 

SIA Forecast 2003-2006
JOHN DAANE
Chairman, President and CEO
Altera Corporation 

Robert N. Noyce Award Recipient
and Keynote
GOVERNOR GEORGE PATAKI
State of New York

For event details, please visit the 
SIA website: www.sia-online.org

Evening Program

future

Sponsored by

The SIA thanks its Forecast & Award Dinner 2003 Sponsors:

Media Sponsor

Semiconductor Industry Association

Forecast & Award Dinner 2003
Wednesday, November 5, 2003
Imperial Ballroom, Fairmont Hotel 
San Jose, California

5:30 Registration & Reception
6:30 Dinner & Program

Hotel Information:
The SIA has arranged a block rate of $189 at the San Jose
Fairmont Hotel for reservations made prior to October 10. 
To make your reservation, please call 1.800.346.5550.
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