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ABSTRACT

Effective sales management hinges on understanding and responding to customer feedback throughout the sales cycle. This paper examines a strategy for
capturing feedback at each stage of the sales process—pitching, negotiation, contract finalization, and closing. By integrating Salesforce with Medallia, a
customer experiences management tool, organizations can automate the collection of feedback, track performance, and enhance accountability. The approach
not only improves sales outcomes but also fosters a customer-centric sales strategy, driving continuous improvement and innovation in sales processes.
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Introduction

In today’s competitive marketplace, sales teams must adapt and
respond to customer needs effectively to close deals successfully.
Each stage of the sales cycle—pitching, negotiation, contract,
and closure—presents unique challenges and opportunities
for improvement. Capturing customer feedback at each phase
provides insights into sales performance and identifies areas
for enhancement. This paper outlines a systematic approach
to automating customer feedback collection using Salesforce
and Medallia, detailing the benefits of such an integration for
improving sales performance and accountability.

Main Body

e Problem Statement: Sales teams often struggle with
inconsistent and manual feedback collection methods, leading
to inefficiencies and missed opportunities for improvement.
Without a structured approach to gather and analyze
feedback, organizations may overlook critical insights that
could enhance sales effectiveness and customer satisfaction.
Traditional methods, such as post-deal follow-ups or ad-
hoc surveys, can be time-consuming and may not capture
feedback in real-time, hindering the ability to address issues
promptly and improve sales processes.

* Solution: The proposed solution leverages Salesforce
and Medallia to automate the feedback collection process
throughout the sales cycle. Salesforce, as a robust CRM
platform, can be integrated with Medallia to streamline the
distribution of surveys and capture feedback efficiently.
Medallia, known for its advanced customer experience
management capabilities, can provide tailored survey forms
for each stage of the sales cycle. This integration enables

organizations to automate survey distribution, track feedback,
and implement actionable improvements based on customer
responses [1].
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Implementation Details

Survey Automation

Salesforce and Medallia Integration

¢ Installation and Configuration: Begin by installing Medallia
in Salesforce. This involves creating custom objects in
Salesforce that map to Medallia’s survey records. Custom
fields should be set up to link Salesforce objects such as
Account, Contact, and Opportunity with Medallia surveys.

¢ Field Mapping: Ensure accurate mapping of key fields
between Salesforce and Medallia. This includes linking
Opportunity stages with corresponding surveys, and mapping
Account and Contact details to Medallia’s custom objects.

Survey Design

¢ Custom Surveys: Design surveys in Medallia tailored to
each stage of the sales cycle. For example, a survey for the
pitching stage may focus on the effectiveness of the sales
pitch, while a survey for the contract stage may assess the
clarity and comprehensiveness of contract terms.

*  Survey URLs: Generate custom URLs for each survey in
Medallia, ensuring that each URL is linked to the specific
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stage of the opportunity. This allows the surveys to be
dynamically tailored based on the sales stage [2-3].

Automated Survey Distribution

* Apex Triggers: Implement Salesforce Apex triggers to
automate the sending of surveys. The triggers should be
configured to activate when an Opportunity’s stage changes,
ensuring that surveys are sent at the appropriate times.

e Survey Distribution Logic: Use Salesforce workflows to
pull primary contact details and send surveys based on the
Opportunity stage. The system should handle survey creation
and distribution without manual intervention.

Apex Code Example

/I Apex Trigger to send survey on Opportunity Stage Change
trigger OpportunityStageTrigger on Opportunity (after update) {
// List to hold Medallia Survey objects
List<Medallia_Survey c> surveysToSend =new List<Medallia
Survey  c¢>();

for (Opportunity opp : Trigger.new) {

// Check if Opportunity stage has changed

if (opp.StageName != Trigger.oldMap.get(opp.Id).StageName) {
// Create a new Medallia Survey record

Medallia_Survey ¢ survey = new Medallia_Survey_ c();
survey.Opportunity ¢ = opp.Id;

survey.Contact ¢ =opp.Primary Contact c;// Link to primary
contact

survey.Stage ¢ = opp.StageName;

// Determine survey URL based on stage
survey.Survey URL ¢ = getSurveyURLForStage(opp.
StageName);

surveysToSend.add(survey);

}
}

// Insert survey records into Medallia
if (!surveysToSend.isEmpty()) {
insert surveysToSend;

}

H

// Method to get the survey URL based on stage
public static String getSurveyURLForStage(String stageName) {
Map<String, String> stageSurveyURLs = new Map<String,
String>{
‘Pitching’ => ‘https://medallia.com/survey_pitching’,
‘Negotiation’ => ‘https://medallia.com/survey negotiation’,
‘Contract’ => ‘https://medallia.com/survey contract’,
‘Closed Won’ => ‘https://medallia.com/survey closed won’
¥
return stageSurveyURLs.get(stageName);

}

Feedback Management and Escalation

Feedback Analysis

e Analytics Tools: Utilize Medallia’s analytics capabilities to
analyze survey responses. Track trends, identify recurring
issues, and assess the performance of sales teams based on
feedback.

e Custom Reports: Create custom reports and dashboards
in Salesforce to monitor feedback results and sales team
performance. Use these reports to identify areas for
improvement and track progress over time.

Actionable Insights

e Task Assignment: Assign follow-up tasks to sales or ops
team members based on survey feedback. For example, if a
customer indicates they need more information, create a task
for the sales rep to provide additional details.

e Escalation Processes: Implement automated escalation
workflows to ensure that unresolved feedback issues are
addressed promptly. Define escalation paths that include
managers and executives to ensure accountability and timely
resolution [4-5].

Impact

The integration of Salesforce and Medallia for feedback automation

offers several significant benefits

* Enhanced Sales Performance: Continuous feedback helps
sales teams identify and address issues promptly, leading to
improved performance and higher closure rates.

e Increased Accountability: Automated escalation processes
ensure that feedback is acted upon, fostering greater
accountability within sales and ops teams.

e Improved Customer Experience: Regular feedback
collection provides insights into customer needs and
preferences, enabling more effective sales approaches and
better customer satisfaction.

Scope

The proposed solution is applicable to organizations using
Salesforce and Medallia or similar tools for customer experiences
management. It can be customized to fit different sales cycles,
survey requirements, and organizational structures. The approach
is scalable and can be adapted for various industries and sales
processes [6].

Conclusion

Capturing customer feedback at every stage of the sales cycle
is crucial for optimizing sales performance and enhancing
customer satisfaction. By integrating Salesforce with Medallia,
organizations can automate the feedback process, gain valuable
insights, and drive continuous improvement. This approach not
only improves sales outcomes but also contributes to a more
customer-centric sales strategy, ultimately leading to greater
success and competitiveness in the market.
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