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How Wade Ford uses
Real Time Feedback to strengthen
customer engagement,
boost positive experiences, and
enhance customer satisfaction
surveys (CSI)

Challenge

Wade Ford faced challenges in gauging and resolving customer experiences on location, which led to
negative online reviews and decreased brand loyalty. The delayed response to customer feedback
resulted in limited guest engagement and overall satisfaction. Wade Ford experienced the obstacle of
capturing honest customer sentiment in the moment, which hindered its ability to address issues
promptly, produce memorable guest experiences, and maximize revenue from repeat customers.
Enter Real Time Feedback. Through on-site QR codes and in-vehicle QR hangtags along with SMS
autopilot texts asking for a simple 1-5 rating, statistics were measured before and after implementation
of Real Time Feedback’s 2-way real time communication platform.

Results
22% 38% 44%

Increasein Decrease in Increase in
Positive CSI Surveys Negative Reviews 5-Star Google Reviews

Conclusion

By giving customers the digital, private ability to directly contact management in real time,

Real Time Feedback greatly elevated the Wade Ford customer experience. The platform augmented
Wade Ford engagement skyrocketing 5-Star online reviews, reducing negative reviews, and enriching
the CSl survey along the way.
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