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Segment: Conglomerate
Technology partner:
Medallia
Client: 3M

Challenges of a genuinely global
operation
Replacement of technologies already implemented by Medallia's technology,
providing the possibility of taking faster and more accurate actions

S U C C E S S  C A S E

Founded in 1902 in the United States, 3M today has
more than 60,000 products that are used in homes,
businesses, schools, hospitals and other industries.

With corporate operations in 70 countries and sales in
200, the company is committed to scientific, technical
and marketing innovations that have produced success
after success over the years, making 3M a constant
name on the Fortune 500 list.

In order to fully understand the needs of their
customers who are present in all corners of the world,
3M started the partnership with Medallia and SMT. It is
known that each country has its own particular market
and consumer profile, and being able to do this
objectively was a big challenge. Furthermore, the
reading of the collected data was not done in real
time, which made it difficult to consolidate the results
and, consequently, to carry out continuous
improvements.

SMT's team of experts worked collaboratively with 3M's
CX team to fully understand this complex scenario. As a
result, the survey flow was formatted and adapted.Results

Global and unified reach
of surveys and results
Unified insights for
different business
segments



It is known that each country has its own particular market and
consumer profile, and to objectively understand this was a big
challenge.

With an existing extensive database, it was
necessary to carry out the lift and shift, that
is, complete replacement of technologies
already implemented by Medallia's
technology, which was done quickly and
within the short term stipulated by the client.

With the insights generated by the SMT team,
new types of surveys were created and sent
in 43 languages   and in different time zones.

With these adjustments, there was a
significant increase in the response rate
and the actions taken based on these results
became more agile and precise.

Currently, an average of 6,000 surveys per
month are triggered for B2B customers.

This change was fundamental for 3M to be
able to understand their thousands of
customers in a homogeneous and, at the
same time, individualized way, through the
efficient solutions elaborated.
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comercial@smttech.com.br
linkedin.com/company/smttechLearn more. Contact us:
www.smttech.com.br

https://www.linkedin.com/company/smttech/
http://www.smttech.com.br/

