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into REVENUE DRIVERS

Your feedback program is generating reports.
Your competitors’ are generating revenue.




TURNING FEEDBACK into REVENUE DRIVERS by Ardira

How Salesforce-native replaces fragmented feedback signals with action, alignment, and revenue.

For C-Level and VP Leaders in Sales, Marketing, Customer Success, and CX

If customer feedback lives outside
Salesforce, itisn't driving revenue,
retention, or GTM alignment. It's driving
reports that nobody acts on.

-
-

The Problem No One Talks About

Most GTM leaders collect plenty of customer feedback. That isn't the problem.

The problem is where that feedback lives, how it's structured, and what it can actually trigger. Right now, your
customer intelligence has more gaps than Swiss cheese:

«  Marketing collects surveys in one tool

+  Sales runs win/loss in spreadsheets

« Customer Success tracks NPS somewhere else
+ Support measures CSAT in yet another system

Four teams. Four tools. Four versions of the truth. Zero intelligence.

Each signal is valid on its own — but together they never form a usable system. Feedback becomes commentary,
not infrastructure. Dashboards summarise outcomes, but they don't create alignment, ownership, or action.

The result? GTM teams align on reports, not reality. Churn signals arrive too late. Revenue opportunities stay hidden.
Salesforce becomes a transaction log instead of a decision engine.

“Fragments don’t form a strategy. They form an excuse for why you lost.”

What This Guide Is For

This guide reframes customer feedback as GTM infrastructure — not a CX initiative, not a survey strategy, not a
reporting exercise.

It shows how Salesforce-native feedback turns customer voice into revenue intelligence that teams can act on
automatically — delivering real, measurable results.
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Who This Is For

If any of the following sounds familiar, this guide is for you:

Role The Pain You're Feeling

CRO/ Your pipeline forecast is built on incomplete signals. Feedback
VP Sales contains intelligence your reps need — but it's trapped in an-
other system.

cco/vp You're fighting churn instead of preventing it because risk sig-
cs/cx nals arrive too late to act on.
cMo [/ vP Your lead scoring ignores the richest intent data you have —

Marketing what customers actually tell you about what they need.

coo/ Your teams spend more time navigating broken processes
VP Ops than fixing them, even though customers have already told you
where they are broken.

CEO/ CFO You're paying for feedback platforms that generate dashboards.
You need platforms that generate results. Oh, and you're paying
for multiple platforms when one, SurveyVista, does it all.

Why Traditional Feedback Programs Fail

Before building something better, it's worth understanding why the current approach doesn’t work. Traditional

feedback programs fail in three predictable ways.

1. Fragmentation: Many Systems, Zero Intelligence

You're not running one customer intelligence system. You're running many disconnected

fragments.

Every tool you use for customer feedback creates another blind spot. Your forms tool doesn't talk to your survey
platform. Your survey platform doesn’'t know about your assessment system. Each operates in isolation, creating

fragments that never form a complete picture.
The cost is real: customers fall through the gaps between systems, revenue hides in the spaces between tools, and

teams make decisions on a fraction of the picture. Al trained on incomplete data makes incomplete predictions.

“If customer intelligence isn't complete, you’'re competing with one hand tied behind

your back.”



TURNING FEEDBACK into REVENUE DRIVERS by Ardira

2. Inaction: Dashboards Are Where Feedback Goes to Die
Your feedback program is just playing at customer experience.

Every year, companies spend millions collecting feedback. They deploy surveys, calculate NPS, build
dashboards, and generate reports. Everyone feels productive. Meanwhile, customers who shared
feedback hear nothing and see nothing change.

Consider the brutal maths: 95% of unhappy customers never complain: they just leave. The 5% who do
complain are giving you a gift. Ignoring that gift guarantees they join the silent majority next time. Your
feedback program either builds trust or destroys it.

Dashboards answer “what” but not “so what.” They show the symptom but don’t prescribe the
treatment. Insight without action is just expensive observation.

“Your team spends more time discussing data than acting on insights.”

3. The Integration Tax: You're Paying Three Times

Every integration is a ticking time bomb.

You chose the “best-of-breed” feedback platform. The demo was impressive. What they didn’t mention
was the hidden cost that bleeds your organisation for years: the integration tax.

You pay once for the tool, again for integration, and forever in maintenance. Conservative estimate:
10-20 hours per month per integration at £100/hour fully loaded adds up to £12,000-£24,000 per year in
maintenance alone. Meanwhile, sync delays destroy the value of real-time intelligence — by the time
feedback reaches Salesforce, the at-risk customer has already taken a competitor call.

And every integration is a security vulnerability. The 2024 Verizon Data Breach Report found that 15%
of breaches involved third-party software and integrations. Your “best-of-breed” strategy is a “most-
exposed” strategy.

“The best integration is no integration.”

cannot

support GTM alignment because it cannot drive
GTM execution.
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THE FOUR FEEDBACK FOUNDATIONS
FORGTM INFRASTRUCTURE

Feedback Foundations are the system that ensures every GTM team operates from the same customer
truth, at the same time, inside the same platform. Without these foundations, GTM alignment is

aspirational. With them, it becomes operational.

1. Strategic Alignment: From Shared Goals to Shared Signals

Feedback designed around GTM imperatives, not vanity metrics
Clear ownership by role: Sales, CS, Product, RevOps each know what's theirs
Executive accountability for acting on signals, not just reviewing dashboards

2. Unified Infrastructure: Salesforce Is the System

Feedback data lives natively in Salesforce; no exports, no sync delays, no middleware
One customer record, one truth; every team sees the same intelligence
Data never leaves Salesforce, inheriting its security, compliance, and encryption

3. Actionable Intelligence: Decisions Not Dashboards

Context-aware insights tied to ARR, renewal dates, and opportunity data
Al used to prioritise action, not summarise sentiment. Native means Al sees the complete picture
Revenue, churn, and risk signals surfaced in real time and routed to the right person

4. Continuous Optimisation: Closed Loop by Default

Every action tracked to outcome: what saves accounts, drives expansion, or fixes processes gets reinforced
Feedback continuously improves GTM execution, creating compounding returns
Not a project with an end date - a continuous, self-improving system
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Touchpoint

to action.

them wrong:

Revenue Signal

Feedback Foundations
Across the GTM Lifecycle

Each touchpoint in the customer lifecycle becomes a revenue signal,
but only if it's captured in context, inside Salesforce, and connected

Here are the core touchpoints and what's at stake when you get

Withoutlt, You're...

Lead Capture

Qualification

Win/Loss

Sales-to-CS Handoff

Support CSAT

In-Product Feedback

Referrals

NPS / Health

QBR Feedback

Intent quality & signal

Buying readiness

Competitive & pricing

intelligence

Retention risk prevention

Early churn signals

Expansion & roadmap

signals

Advocacy-driven pipeline

Predictive retention

Expansion & renewal
defence

Scoring leads without the richest intent data you
have.

Guessing at pipeline probability instead of measuring
it.

Losing deals for reasons you'll discover next quarter —
if ever.

Starting every customer relationship with an
information black hole.

Finding out customers are unhappy after they've
already taken a competitor call.

Building features nobody asked for while ignoring
what customers already told you they’d buy.

Missing your cheapest, highest-converting pipeline
source.

Performing autopsies instead of preventing churn.

Walking into strategic reviews without the intelligence
that determines the outcome.

Each touchpoint exists to answer one question: What decision should GTM teams make next, and
what action should Salesforce trigger automatically?
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From Feedback to Revenue Intelligence

Feedback becomes revenue intelligence only when it changes a Salesforce record, triggers a workflow,
or creates, protects, or expands revenue. Everything else is data hoarding.

What This Looks Like in Practice

« A detractor score creates a save opportunity, automatically, with full account context
- Afeature request creates an expansion signal, and a qualified pipeline opportunity

« A support complaint triggers process automation, fixing the issue before it scales

« A positive comment triggers an advocacy workflow, turning satisfaction into pipeline
« A compliance concern triggers an immediate alert, not next quarter’'s audit finding

This is the difference between knowing and doing in real time. External feedback tools can alert you that action is
needed. Only native feedback can execute the action.

“By the time you export, analyse, and import back to Salesforce, the customeris g

Speed to Impact: A Phased Approach

This isn't a multi-year transformation program. It's a phased, focused approach designed to deliver
measurable results from week one.

Phase 1: Stop the Bleeding (Week 1)

Goal: Centralise feedback in Salesforce and start preventing churn you're currently documenting.

« Implement onboarding, support CSAT, and basic health signals inside Salesforce
- Trigger retention workflows automatically: detractor scores create save plays in minutes, not days
« Eliminate integration delays and security exposure from day one

Impact: Churn signals that took days now take minutes. At-risk accounts get intervention

while customers are still saveable.

Phase 2: Capture Hidden Revenue (Weeks 2-4)

Goal: Surface expansion signals and give Sales intelligence they've
never had.

« Activate win/loss, in-product, and qualification intelligence

« Automate opportunity creation from feedback - feature requests
become pipeline automatically

« Surface expansion signals to Sales and CS in real time, with full
account context

Impact: Revenue opportunities that were invisible in external systems
become systematic pipeline. CSMs become your best sales team.
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Phase 3: Predict and Prevent (Week 4+)

Goal: Al-powered prediction and continuous GTM optimisation.

« Predict churn and expansion using Al that sees the complete customer picture
+  Optimise GTM motions based on feedback outcomes — a self-improving system
« Turn feedback into a competitive advantage your competitors can't replicate

Impact: Stop documenting history. Start predicting futures. Churn prediction moves from
quarterly hindsight to real-time foresight.

Why This Only Works If It's Salesforce-Native

External feedback tools can collect data. Only native feedback can Collect Better, Understand Deeper,
and Act Smarter.

Is Your Feedback Driving Revenue — Or Just Reports?

Factor Non-Native (Integrated) Native (SurveyVista)
Data availability Delayed (batch sync) Instant (same platform)
Customer context Stripped in transit Complete — always

Action capability Alerts about problems Executes solutions

Security posture Multiple attack surfaces Salesforce-only

Al effectiveness Incomplete data = guessing Complete data = predicting
Integration cost £12k—£24k/year maintenance £0 — nothing to integrate
Team adoption Another tool to learn Already in Salesforce

Speed to value Months of integration Weeks to impact

“Native isn't a feature. It's the absence of a problem you shouldn’t have to solve.”

Salesforce-native feedback eliminates integration delays, preserves context, triggers workflows
instantly, keeps data secure and compliant, and ensures adoption because teams never leave the
platform where they already work.
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If feedback isn't in Salesforce, it isn't driving GTM alignment, retention, or growth. It's generating
commentary that sits in another system while revenue walks out the door.

Take the Feedback Foundations Assessment
Find out how revenue is hiding in your feedback. The 5-minute assessment will:

Benchmark your current feedback maturity against GTM best practice
Identify the gaps where revenue, retention, and intelligence are leaking
Provide a personalised roadmap to turn feedback into revenue intelligence

Remember:

“Every feedback response is a revenue signal. The only question is
whether you'll capture that revenue or let it evaporate in the gap
between systems.”

“Your competitors aren’t smarter. Their feedback just lives where
action happens.”

Take 5 minutes to discover
what your feedback is
really costing you.

SurveyVista | 100% Salesforce Native Intelligence & Action Platform




