





It's exciting to be
able to let people
know that we're
listening to them,
and that we want
them to be
involved in the
process as well.

Blackbaud is the global leading
provider of software and services for
nonprofit organizations. They are
headquartered in Charleston, South

Carolina.

product. This accessibility, and
UserVoice Feedback’s user-friendly
interface, made it easy for
Blackbaud to finally access their
true customer base — the teachers
who were actually using their
product. “We originally had a lot of
IT folks sharing information, but
not a lot of teachers,” Wilson said,
“But once teachers became aware of
Idea Bank, it took off like wildfire —
especially when the link was built
into the product.”

Blackbaud studies their Idea Bank
once a week and lets their
customers know what they think of
their suggestions, gather additional
information or let their customers
know when they plan on
implementing their idea. If
Blackbaud sees an idea they want to
use, it sits with the product manager
and gets the idea incorporated in a
release. Communicating with
customers on Idea Bank also helps
Blackbaud fully understand their
customer’s needs. For instance,
when people wanted seating charts
for a classroom, Blackbaud needed
more information to make a
product that fit the specific needs of
the teachers. “We were able to
communicate with the voters and
get in touch with them for their
input,” said Wilson, “It’s exciting to
be able to let people know that
we're listening to them, and that we
want them to be involved in the
process as well.” Even when
Blackbaud has had to say “no” to
some ideas, the customers still

appreciated knowing that the
company was communicating with
them. Customers never want to feel
like they'’re giving feedback to a
black hole — an answer, even if it’s a
no, is always better than no answer
at all.

‘Though they started with
UserVoice Feedback™ as a way to
communicate with customers of
'The Education Edge, Blackbaud
liked UserVoice Feedback™ so
much that they began to use it
internally as well within their
business units, including an Idea
Bank for workplace improvement.

UserVoice Feedback™ was instru-
mental in connecting Blackbaud
with their true customer base and
cutting out the middle man. “T feel
that we have a greater level of
transparency with our audience,”
Wilson said, “We have connected
with our customers on a more
personal level and now have an
open dialogue. It also saved us time
and made our customer feedback
process more efficient.”

Most importantly, Blackbaud is
now in a continuing conversation
with their users that will make their
product better and more relevant
over the long term. They have built
a lasting relationship with the
people that matter most to them —
their customers.



