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FIGURES IN THE REPORT

This research is based on a study of 17,509 consumers from 18 countries: 1. How Often Companies Ask for Feedback
Australia, Braz_il, Cana_lda, France_,_Ggrmany,_ Hong Kong, _India, Indonesia, How Companies Respond to Feedback
Japan, Malaysia, Mexico, the Philippines, Singapore, Spain, South Korea, . , , ,
Thailand, the United Kingdom, and the United States. The survey covered Positive and Negative Feedback Provided Directly to
consumer attitudes and behaviors around providing companies with Companies
feedback. Some highlights include: 4. Feedback After a Very Good Experience
Only half of all consumers believe companies ask for the right 5. How Consumers Give Companies Direct Feedback
amount of feedback. Just 51% of all consumers feel that companies ask After a Very Good Experience
;‘_(L)(r l‘a?m;;_tr:(e right amountt'( ]?f fteedllqafk,f wig;) Sr:(anisdhlcgpsumers most 6. Feedback After a Very Poor Experience
ikely to think companies ask for too little feedback and Indian consumers , . :
most likely to think they ask for too much. /. How Consumers Give Qompames Direct Feedback
] ] ] ] After a Very Poor Experience
P_eopl_e share both good and bad experiences with frle_nds and family. 8. Channels Used for Direct Feedback to Companies
Fifty-five percent of all consumers told friends and family about a very , ,
good experience, and 49% told them about a very bad experience. 9. How Direct Consumer Feedback Differs Between
Meanwhile, only 40% of consumers sent feedback directly to a company Good and Poor Experiences
after a good experience, and 42% send feedback after a bad experience.
Methodology

Consumers share negative feedback through websites and email. In
nine of the 18 countries, consumers who give feedback directly to a
company after a bad experience are most likely to submit their feedback
through a website, while consumers from eight of the countries are most
likely to provide direct feedback by sending the company an email.

Surveys have the highest positive feedback bias. The percentage of
consumers who say they use surveys to share feedback after a positive

experience is 12 percentage-points higher than the percentage who use it

i _ www.xminstitute.com
to report a poor experience — the largest gap for any feedback channel. Copyright © 2021 Qualtrics®. All Hights rosorved



How Often Companies Qualtrics

Ask for Feedback

KEY TAKEAWAYS

+ Forty-seven percent of Spanish consumers
think companies ask for too little feedback,
the most of any surveyed country and 33
points higher than the percentage of
Spanish consumers who think they ask for
too much feedback.

+ Consumers in India are are least likely to
want companies to ask for more feedback.
There's a 41 percentage-point gap between
consumers who think companies ask for
feedback too much and those who think
they ask too little.

+ Consumers in Thailand are the most
content, with 72% of respondents saying
that companies ask for about the right
amount of feedback.

ABOUT

This chart shows how consumers from each surveyed
country feel about how often companies ask them to
provide feedback. It also shows the percentage-point
difference between consumers from each country who
believe companies ask for too much feedback and
those who believe they ask for too little.

XMinstitute

“Thinking about the companies that you have recently interacted with,
how do you feel about how often they asked you to provide feedback?”

m Too little = About the right amount = Toomuch Too little minus too
much (%-points)

Spain 433
Mexico +26
Brazi 42
France r23
Germany 4
South Korea v
Canada 4
Japan 116
Singapore .3
Malaysia .

Us. 4
Indonesia .
Australia 0
Hong Kong 14
Philipines 3

UK 8

India a
Thailand 2

Base: 17,509 consumers across 18 countries www.xminstitute.com
Source: Qualtrics XM Institute Q1 2021 Global Consumer Study Copyright © 2021 Qualtrics®. All rights reserved.



How Companies Respond Qualtrics
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“Thinking about the organizations you have

given feedback to, how would you rate the %%”Slljpgﬁ;zg:q% fgirﬂ‘ﬁy
KEY TAKEAWAYS way they responded to your feedback?” Orzanization that doesn't

+ Consumers in India rate companies’ m Good = Average m Poor respond to their feedback:
response to feedback most highly and are India
also the least likely to decrease their ;

e | indonesia NNNNNZNNNNN NN
spending if a company doesn't respond to . - .
their feedback. Hong Kong

- Thailand 5
+ Japanese consumers are — by a significant _ °° . [

. . . 0, 0,
margin — the least likely to classify Malaysia
organizations' response to feedback as Mexico
good. Philippines

+ On average, 37% of consumers are unlikely us.

{0 purchase mere from companies that do Brazi
not respond to their feedback. .

. to their | Singapore
Gonsumers in Brazll are the least likely to Spain
purchase more from a company that - - .
doesn’t respond to their feedback. South Korea

Australia

ABOUT UK

France 13%

This chart shows how well consumers from each . E =tk

surveyed country feel organizations respond to their Canada

feedback. It also shows the percentage of consumers German 16% 33%

from each country who say they are unlikely to y - -

purchase more from an organization that doesn't Japan

respond well to their feedback. Base: 17,509 consumers across 18 countries www.xminstitute.com

Source: Qualtrics XM Institute Q1 2021 Global Consumer Study Copyright © 2021 Qualtrics®. All rights reserved.
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Positive and Negative Feedback Provided
Directly to Companies

KEY TAKEAWAYS

+ Consumers in India are most likely to give
feedback directly to a company following a
very good or a very poor experience.

+ Consumers in Japan are the least likely to
provide feedback to companies after either
avery good or a very poor experience.

+ Direct feedback skews most negative in
Spain and France, where the percentage of
consumers who share feedback after a bad
experience is 10 points higher than the
percentage who provide feedback after a
good experience.

+ Direct feedback has the most positive bias
in Indonesia, where consumers are eight
percentage-points more likely to share
feedback after a good experience.

ABOUT

This chart shows the percentage of consumers from
each country who send feedback directly to a company
after a very good experience and after a very poor
experience. It also shows the Negative Feedback Bias
for each country, which is the percentage of consumers
who give direct feedback after a poor experience minus
those who give direct feedback after a good experience.

Qualtrics
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Consumers Who Sent Feedback Directly to Companies
After a Very Good or a Very Poor Experience:

Negative Feedback Bias
(%-points)
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S —— 1 0
Hong Kong I 40% v

Ny 0

Mexico — 0% .. v
Australia __32302% .égtgtrlaexggience +2
Canada — 52 . o5
Germany __3103/03% .Afteravery +2
St e ——— 5 poorcxpeerce
PN s 30% +10
France 07 10
Jopan e ;

Base: 17,509 consumers across 18 countries
Source: Qualtrics XM Institute Q1 2021 Global Consumer Study
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Feedback After a Very Good Experience gzil\tlrlicisnsti fUte”

“Thinking about a recent VERY GOOD experience, which
of the following things did you do after the interaction?” (Select all that apply)

KEY TAKEAWAYS

Told friends or Sent feedback Posted on 3 Posted on Did not tell
+ Consumers in Indonesia, Brazil, and the family directly  directly to company party site social media anyone
]I:’hilip()jpings e;re the mosc’lt likely to tell their Australia Bl 6%
riends about a very gooa experience. .
avery Bootexper Brazil = I
+ Consumers in India, Indonesia, and the Canada 3%
Philippines are most likely to share . - . .
feedback about a very good experience with rance - : Il 4% I 18%
the company directly. Germany M 0% %
0,
+ Consumers in Thailand, Indonesia, and India Hong Kong 3%
are the most likely to post a rating on a 3t India I 2%
party site after a very good experience. Indonesia J 5%
+ Consumers in India are the most likely to Japan Il 15% Il 12% [
ﬁ;)esct“:bout a very good experience on social Malaysia B 7%
- Mexico W 5%
+ Cotntsu”r(negs 'f[‘ Japan a(;e the most likely to Philippines I 2%
NOot talk about very good experience.
Y BOOTEXP Singapore B 150
South Korea 2%
ABOUT
This chart sh h ¢ h Spain | 29% | EE [20%) B 16%
is chart shows what consumers from each country )
did after a very good experience with an organization. Thailand 40% i5%
UK I 1%
us —Jz
Base: 17,509 consumers across 18 countries www.xminstitute.com
Source: Qualtrics XM Institute Q1 2021 Global Consumer Study Copyright © 2021 Qualtrics®. All rights reserved.



How Consumers Give Companies Direct g(ll\tll fit e
Feedback After a Very Good Experience institute

“When you gave feedback about the VERY GOOD experience

KEY TAKEAWAYS directly to a company, how did you do it?” (Select all that apply)
- Most popular channel - Second most popular channel
+ On average, 42% of consumers who gave Posted Submitted Submitted  Mad
. oste ubmitte ubmitte ade a
feedback directly to a company after a very Responded onsocial Sentan feedback feedbackon phone Sent mobile

good experience did so by responding to a

' to asurvey mediapage email onwebsite mobile app call message
survey.16lt fI?chthIGS mosE[ common channel Australia 16% 5204 19% 10% 1%
acr ntries. .
cross 1o ot the Lo countries Brazil 27% 22% 34% 9% 9%

+ Submitting positive feedback through a Canada 17% 26% 15% 8% 4%
website form is the most used feedback France 15% 19% 16% 12% 4%
channel in Hong Kong and India. Germany 20% 28% 22% 7% 3%

Hong Kong 50% 43% 16% 6%

+ Submitting feedback through a mobile app India 52% 56% 53% 24% 15%
has ’_the _Iargest d_ifference between Indonesia 49% 29% 64% 12% 10%
countries, with a 51-point gap between the Japan 25% 13% 9% 5%
percentage of Indonesian and Japanese Malaysia 46% 56% 18% 16%
consumers who use this channel. Mexico 33% 33% 1% 8%

Philippines 41% 45% 9% 14%
Singapore 39% 45% 10% 6%

ABOUT South Korea 23% 32% 15% 12%

This chart shows — of the consumers who provided Spain 25% 25% 13% 4%

feedback directly with a company after a very good Thailand 50% 53% 7% 16%

experience — the percentage from each country who

reported using each channel to share their feedback. UK 18% 18% 6% 2%

U.S. 32% 38% 30% 19% 11%
Base: 17,509 consumers across 18 countries www.xminstitute.com
Source: Qualtrics XM Institute Q1 2021 Global Consumer Study Copyright © 2021 Qualtrics®. All rights reserved.



Feedback After a Very Poor Experience gzil\tlrlicisnsti fte”

“Thinking about a recent VERY POOR experience, which
of the following things did you do after the interaction?” (Select all that apply)

KEY TAKEAWAYS

Told friends or Sent feedback Posted on 3™ Posted on Did not tell
family directly directly to company party site social media anyone
Australia 1%
+ Consumers in Mexico and Germany are the Brazil 1% Bl 16%
n:)%srtel;keehr/i é(r)] (;ceell their friends about a very Canada s
P P - France 7% 7%
+ Consumers in India are the most likely to Germany 2% Bl 20%
send feedback directly to a company, post a Hong Kong B 8%
. g . .
ratlg_g o?ta 3rd party site, and_ post on social India B 8%
media after a very poor experience. .
ypoorexp indonesia M 5%
+ Consumers in Japan are the most likely to Japan Il 5% Il 10% W%
not tell anyone about a very poor Malaysia B 4%
Xperience. .
experience Mexico M 2%
Philippines W %
Singapore B 5o
South Korea B 1s%
ABOUT .
Spain 20% I 20%
This chart shows what consumers from each country .
did after a very poor experience with an organization. Thailand - 16%
UK B 6%
us. .21
Base: 17,509 consumers across 18 countries www.xminstitute.com
Source: Qualtrics XM Institute Q1 2021 Global Consumer Study Copyright © 2021 Qualtrics®. All rights reserved.



How Consumers Give Companies Direct g(ll\tll fit e
Feedback After a Very Poor Experience INSTIUTE

“When you gave feedback about the VERY POOR experience

KEY TAKEAWAYS directly to a company, how did you do it?” (Select all that apply)

+ On average, 36% of the consumers who - Most popular channel - Second most popular channel
gave feedback directly to a company after a Posted Submitted Submitted
very poor experience did so by SmeIttlng Responded on social Sent an feedback feedbackon Madea Sent mobile
feedback on a website, making it the most toasurvey mediapage email onwebsite mobile app phone call message
common channel across nine countries. Australia 30% 19% 16% 15% 4%

i o) [0) [0) o) [0)
+ On average, 35% of consumers who gave Brazil 32% 23% 27% 19% 16%
Canada 27% 13% 14% 4%

feedback directly to a company after a very

poor experience did so by sending an email, France 19% 4%
making it the most common channel across Germany 21% 4%
eight countries. Hong Kong 19% 6%
+ Submitting feedback through a website h India 2o% 2%
ubmitting reedback through a website nas Indonesia 34% 21% 13%
the largest difference between countries, Japan Y 119 13% 3%
with a 43-point gap between the percentage pa 0° o° 0°
of Indian and Japanese consumers who use Malaysia 36% 0% 50% 21% 14%
Philippines 44% 26% 41% 38% 17% 18%
Singapore 44% | 40% 14% 6%
ABOUT South Korea 28% | 26% 21% 10%
This chart shovvs - of the consumers who provided Spain 24%, 41% 18% 23% 3%
feedback directly with a company after a very poor Thailand 34% 48% 45% 33% 13%
experience — the percentage from each country who |
reported using each channel to share their feedback. UK 16% 34% 12% 14% 3%
u.s. 39% 30% 22% 9%
Base: 17,509 consumers across 18 countries www.xminstitute.com
Source: Qualtrics XM Institute Q1 2021 Global Consumer Study Copyright © 2021 Qualtrics®. All rights reserved.



Channels Used for Direct Feedback Qualtries
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Channels Consumers Used to Sent Feedback Directly to
Companies After a Very Good Or a Very Poor Experience

K EY TA K EAWAYS (Average across countries)
+ Consumers are most likely to submit
positive direct feedback through a survey. I After a very good experience M After a very poor experience

+ Consumers are most likely to submit
negative direct feedback through a website,
closely followed by sending an email.

B
+ Surveys have the largest positive response

bias as the percentage of consumers who Submitted feedback on  EEEE T 47%
submitted feedback through this channel website |

after a positive experience is 12-points
- e

higher than the percentage who responded Submitted feedback on

to a survey after a poor experience. mobileapp - | - -

+ Emails have the largest negative response 0
| e N ;-
bias as the percentage of consumers who Posted on social media _ 250,
0

email feedback after a negative experience
is nine-points higher than the percentage _ 309
I,

who email their feedback after a good one. Sent an email
I

I

Base: 17,509 consumers across 18 countries www.xminstitute.com
Source: Qualtrics XM Institute Q1 2021 Global Consumer Study Copyright © 2021 Qualtrics®. All rights reserved.

Responded to a survey

ABOUT

This chart shows — of the consumers from all surveyed
countries who sent feedback directly to companies —
the percentage who used each channel to tell
companies about their very good or very bad
experiences.

Made a phone call

Sent mobile message



How Direct Consumer Feedback Differs
Between Good and Poor Experiences

Use of a feedback channel after a VERY POOR experience minus
use of a feedback channel after a VERY GOOD experience

Surveys in France have the largest negative
feedback gap, with a 36-point difference

I Lcrgest negative feedback gap

Qualtrics

XMinstitute

Smallest negative feedback gap

between the percentage of French " ded P°5te_d| Sent sf“bzl“gttelf' fs":l;"itied Mﬁdea Sel;'_f
: esponde on socia ent an ee ac eeapnackK on one monbiie
consumers who share feedbac’k through this to apsurvey media page email on website mobile app pcaII message
channel after a poor experience and who . 0 o o o . o
share after a good experience. This channel Australia +3% 5% 2% 2% +5% +0%
has a positive bias across all countries. Brazil '282/" '4?’ . : '72/0 +11:/ 0 :
Emails in Brazil have the smallest negative Canada 33 1% 7% +1% 2% +o% 0%
feedback gap, with a 17-point difference France +16% 0% 4% +6% +0%
between the percentage of Brazilian Germany -26% -4% +11% -4% -9% +1%
consumers who share feedback through this Hong Kong /% -12% -6% -6% +2% -0%
channel after a good experience and who India -11% -6% +4% 1% -8% +1% | -3%
share after a poor experience. This channel Indonesia -26% -m +15% -8% -15% +9% +3%
has a negative bias across all countries Japan -29% +0% +5% -2% -2% +4% -2%
except for Hong Kong. Malaysia -16% -10% +9% -4% -6% +4% 2%
Phone calls have a negative feedback bias Mexico -28% 2% +13% +0% -8% +11% +2%
across all countries. Philippines  -25% -14% +15% -6% 7% +7% +3%
Singapore -23% -7% +9% -3% -5% +4% +0%
SEAOAR South Korea  -28% -3% +3% 6% +6% 2%
This chart shows the difference between the Spain -22% -1% +11% -4% -6% +10% -1%
percentage of consumers f_rom each country who use a Thailand -18% 16% +7% +0% 9% +6% 20
given channel to share direct feedback after a very
good experience versus use it to share a very poor UK -31% 2% +10% -5% -5% +7% +1%
experience. U.S. -22% -4% +2% -4% +3% -2%

Base: 17,509 consumers across 18 countries www.xminstitute.com
Source: Qualtrics XM Institute Q1 2021 Global Consumer Study Copyright © 2021 Qualtrics®. All rights reserved.
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The data for this report comes from
a global consumer study that
Qualtrics XM Institute conducted in
the first quarter of 2021. Using an
online survey, XM Institute collected
data from 17,509 consumers across
18 countries: Australia, Brazil,
Canada, France, Germany, Hong
Kong, India, Indonesia, Japan,
Malaysia, Mexico, the Philippines,
Singapore, South Korea, Spain,
Thailand, UK, and U.S.

XM Institute  surveyed 1,000
consumers from each of the
countries except for Hong Kong
(556 respondents) and South Korea
(952 respondents). To ensure that
the data was reflective of the
population within those countries,
we set quotas for responses to
match the gender, age, and income
demographics of each country.

In Figure 1, we calculated the overall country feeling toward the amount of feedback asked by
subtracting the percentage of respondents who said companies ask them for feedback "too little”
from the percentage who said companies ask them for feedback “too much.”

In Figure 3, we calculated the Negative Feedback Bias by subtracting the percentage of respondents
who give feedback directly to a company after a very poor experience from the percentage of
respondents who give feedback to a company after a very good experience.

In Figure 5 and 7, we calculated the percentage of consumers using each feedback channel after a
good or poor experience respectively by dividing the total number of respondents who selected each
channel by the number of respondents from each country who had previously responded to the
question, “Thinking about a recent VERY GOOD[/POOR] experience, which of the following things did
you do after the interaction?” with “Sent feedback directly to a company.”

In Figure 8, we calculated the average percentage of consumers using each feedback channel after a
good or poor experience by dividing the total number of respondents who selected each channel by
the total number of global respondents who had previously responded to the question, “Thinking
about a recent VERY GOOD[/POOR] experience, which of the following things did you do after the
interaction?” with “Sent feedback directly to a company.”

In Figure 9, we calculated the percentage difference for each feedback channel by subtracting the
percentage of respondents from each country who said they use a channel after a "VERY GOOD"
experience from the percentage that said they use the same channel after a “VERY POOR”
experience.
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