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Abstract

The announced acquisition of Press Ganey Forsta by Qualtrics for approximatel
billion dollars represents a significant consolidation in the healthcare experienc

management space. This transaction merges Qualtrics' sophisticated experience



management platform with Press Ganey's established presence across hospital

systems nationwide. The deal signals several important trends: the convergence
patient experience data with operational analytics, the embedding of artificial

intelligence capabilities into provider workflows, and the maturation of the heal
software-as-a-service market. Key considerations include substantial integration
questions about data strategy execution, competitive repositioning among enter]
software vendors, and whether the combined entity can deliver on the promise o
time, actionable intelligence that meaningfully improves both patient outcomes
operational efficiency. For health tech entrepreneurs and investors, this transact
offers insights into market consolidation dynamics, valuation multiples in the ct
environment, and the strategic importance of installed base versus technological

sophistication.

Introduction

When Qualtrics announced its intention to acquire Press Ganey Forsta for rougl
billion dollars, the immediate reaction among healthcare technology observers r
from cautious optimism to skeptical curiosity. On the surface, the strategic ratic
appears straightforward enough: combine Qualtrics' modern experience manage
platform with Press Ganey's decades-long relationships across hospital systems

you theoretically create a powerhouse capable of capturing, analyzing, and actin;
upon patient and provider experience data at unprecedented scale and sophistic:
Yet anyone who has spent meaningful time in healthcare technology knows that
surface-level strategic logic often masks complex execution challenges, cultural

incompatibilities, and market dynamics that can transform what looks like a nat
combination on paper into a years-long integration nightmare that destroys valu

rather than creates it.

The transaction matters for several reasons beyond its headline-grabbing

valuation...First, it represents a clear bet that healthcare organizations are willit
pay substantial premiums for integrated analytics platforms that promise to con
disparate data sources and generate actionable insights in something approachir

time. Second, it suggests that pure-play experience management platforms belie



they need deeper domain expertise and installed customer bases to compete effe
in vertical markets like healthcare, where buyer behavior, regulatory requiremer
and operational realities differ dramatically from traditional enterprise software
customers. Third, the deal indicates that incumbents with strong customer
relationships but potentially aging technology platforms remain attractive acqui
targets for well-capitalized acquirers seeking to buy rather than build market

position.

For health tech entrepreneurs, this merger offers a masterclass in how market le
think about growth, competitive positioning, and the balance between organic
platform development and inorganic expansion through acquisition. For investo
provides data points about valuation multiples, integration risks, and the strateg
premium markets assign to companies that control critical touchpoints in healtt
delivery workflows. The following analysis examines the transaction through mu
lenses, attempting to separate genuine strategic value creation from financial
engineering, marketing narratives from operational reality, and reasonable optin
about technology-driven transformation from magical thinking about artificial

intelligence solving deeply human organizational challenges.

The Strategic Logic Behind the
Acquisition

Qualtrics built its business on a deceptively simple premise: that organizations 1
better decisions when they systematically collect, analyze, and act upon experier
data from customers, employees, and other stakeholders. The platform's core st1
lies in sophisticated survey design, multi-channel feedback collection, advanced
statistical analysis, and increasingly, machine learning models that attempt to pt
behavior and prescribe interventions. The company successfully expanded from
academic research roots into enterprise software, going public, getting acquired
SAP, then going public again before being taken private by Silver Lake and the

Canada Pension Plan Investment Board in 2023. This ownership history matters

because it demonstrates both the platform's perceived value and the challenge o



achieving sustainable growth at public market expectations in an increasingly

competitive category.

Press Ganey, meanwhile, has been synonymous with patient experience measure
in American healthcare for nearly four decades. The company's surveys reach mi
of patients annually, its benchmarking databases provide comparative analytics :
thousands of hospitals and health systems, and its consulting services help

organizations interpret feedback and implement improvement initiatives. Press
Ganey's relationship with healthcare providers runs deep, often extending beyor
simple software contracts into strategic advisory relationships that touch quality
improvement, patient safety, workforce engagement, and consumer loyalty initia
The 2021 merger with Forsta, a market research and experience platform, repres
Press Ganey's own attempt to modernize its technology stack and expand beyon

traditional satisfaction surveys into more comprehensive experience managemer

The acquisition thesis presumably centers on several value creation opportunitie
Qualtrics gains immediate scale in healthcare, arguably the most complex and
highest-stakes vertical market for experience management technology. Rather th
spending years building healthcare-specific expertise, establishing customer
relationships, and developing the domain knowledge necessary to navigate
procurement processes, regulatory requirements, and clinical workflows, Qualtr
acquires a platform that already sits inside thousands of hospitals and health sy
Press Ganey's customer base provides cross-sell opportunities for Qualtrics' bro
platform capabilities, potentially expanding average contract values and reducin
customer acquisition costs through land-and-expand strategies within existing

accounts.

From Press Ganey's perspective, the combination provides access to Qualtrics' n
modern technology platform, potentially accelerating product development time
and enabling capabilities that would take years to build independently. The

integration also offers financial and strategic benefits that come from being part
larger, more diversified platform company rather than operating as a standalone
healthcare-focused entity. For customers, the promise involves better technology

more sophisticated analytics, and theoretically, more actionable insights delivere



through improved user experiences and more elegant integrations with existing

systems.

Yet strategic logic on PowerPoint slides often encounters friction when it meets
operational reality. Qualtrics and Press Ganey serve overlapping but distinct cus
needs through different business models, product architectures, and go-to-mark
strategies. Qualtrics sells platform capabilities that customers configure and dej
according to their specific requirements, emphasizing flexibility and breadth. P1
Ganey sells healthcare-specific solutions backed by extensive benchmarking dat:
domain expertise, and consulting services that help organizations understand wl
their data means and what to do about it. These different approaches reflect diff
assumptions about customer sophistication, willingness to self-serve versus desi
guided implementation, and the relative importance of best-of-breed technology

versus industry-specific knowledge.

The Data Infrastructure Challenge

Perhaps the most intellectually interesting aspect of this acquisition involves the
strategy implications. Healthcare organizations generate staggering volumes of ¢
across multiple systems: electronic health records capture clinical interactions,

financial systems track revenue cycles, scheduling platforms manage appointmes
and resources, and various point solutions address specific departmental needs.

Patient experience data theoretically connects these disparate information streas
linking what happens during care delivery with how patients perceive and respo
those experiences. The problem is that making these connections requires not jt
collecting feedback but integrating it with operational and clinical data in ways

enable meaningful analysis and action.

Press Ganey's traditional approach centered on periodic surveys administered af
care episodes, aggregating responses into scores and benchmarks that organizat;
could track over time and compare against peers. This methodology served its pi
for reporting to boards, comparing performance across facilities, and identifying

broad improvement opportunities. However, it suffered from inherent limitatior



significant time lags between experiences and feedback, relatively low response -
that introduced selection bias, and aggregation at levels that made it difficult to
connect specific operational interventions with patient perception changes. The
retrospective, episodic nature of traditional satisfaction surveys meant they
functioned more like rearview mirrors than real-time dashboards, useful for
understanding where you have been but less helpful for adjusting course in the

moment.

Qualtrics promised a more dynamic approach through continuous listening, mul
channel feedback collection, and real-time analytics that could surface issues qu
enough to enable intervention. The platform could theoretically capture feedbac
multiple touchpoints throughout the patient journey, not just after discharge. T«
analytics and natural language processing could extract insights from unstructu
comments. Predictive models could identify patients at risk of poor experiences
before they occurred. Integration capabilities could connect experience data wit
operational metrics, clinical outcomes, and financial performance to enable mor

sophisticated analysis of relationships between different dimensions of care deli

The challenge involves making this vision operational at scale across healthcare
organizations with vastly different technology environments, data governance

structures, and analytical capabilities. Integrating experience management platfi
with electronic health records requires navigating complex vendor relationships
use agreements, privacy regulations, and technical architectures that were never
designed for easy interoperability. Healthcare IT departments already struggle w
integration and data management challenges; adding another major platform wi
own data models, APIs, and requirements increases rather than decreases compl

in the near term, regardless of long-term theoretical benefits.

Moreover, the value of connected data depends entirely on organizations' ability
analyze it effectively and translate insights into action. Healthcare providers var
enormously in their analytical sophistication, from large academic medical cente
with dedicated analytics teams to small community hospitals with limited techn
resources. A platform that generates sophisticated insights nobody understands

acts upon creates no value regardless of its technical capabilities. This is where :



Ganey's consulting services and domain expertise theoretically complement Qua
technology, but it also raises questions about business model economics. High-t«
consulting services do not scale the way software does, and customers who need
significant hand-holding to extract value from platforms generate lower margins

slower growth than customers who can self-serve.

The data strategy must also address fundamental questions about what healthca
organizations actually want from experience management platforms. Do they
primarily need better measurement and reporting to satisfy regulatory requirem
support quality improvement initiatives, and provide accountability metrics for
leadership? Or do they want operational tools that embed experience data into d
workflows, alert staff to emerging issues, and enable real-time service recovery?
different use cases have different requirements, value propositions, and willingn
to-pay thresholds. A platform optimized for comprehensive measurement and
analytics may be overbuilt and overpriced for organizations that primarily need
survey administration and reporting. Conversely, a platform designed for lightw
real-time feedback may lack the statistical rigor, benchmarking capabilities, and

trails that healthcare quality and compliance teams require.

Competitive Dynamics and Market
Positioning

The Qualtrics-Press Ganey combination reshapes competitive dynamics in the
healthcare experience management market in several important ways. Prior to tl
acquisition, the market featured several distinct segments: pure-play patient
experience companies like Press Ganey, NRC Health, and others focused specifi
on healthcare; general experience management platforms like Qualtrics, Medalli
others that served multiple industries including healthcare; and point solutions
addressing specific use cases like reputation management, patient communicatic
employee engagement. These different categories competed in some areas while
addressing distinct customer needs in others, with customers often deploying

multiple vendors rather than selecting a single consolidated platform.



The merger creates a much larger, better-capitalized competitor with both healt
domain expertise and modern platform capabilities. This puts pressure on pure-
healthcare experience companies that may lack the resources to match Qualtrics
technology investments while also challenging horizontal experience managemes
platforms that lack Press Ganey's healthcare relationships and domain knowled;
For smaller, venture-backed companies in adjacent spaces, the transaction raises
strategic questions about long-term viability as independent entities versus seek

their own consolidation or acquisition opportunities.

However, competitive advantage in healthcare technology does not automatically
accrue to the largest or best-funded players. Healthcare organizations exhibit st;
incumbent preferences, with switching costs that extend beyond simple contraci
and financial considerations to include process redesign, staff retraining, and ris
continuity in critical measurement and reporting programs. Press Ganey's custo
relationships represent both an asset and a potential liability; customers deeply
embedded in Press Ganey's ecosystem may resist changes to familiar tools and

processes even when presented with objectively better alternatives. Managing th

transition carefully becomes essential to avoiding customer churn during integr:

The competitive landscape also includes adjacent categories that might not appe
directly competitive but address overlapping needs through different approache
Reputation management platforms help healthcare organizations monitor and
respond to online reviews across Google, Facebook, and other consumer platfori
Patient engagement solutions send appointment reminders, discharge instructic
and educational content that influence experience even though they are not prin
measurement tools. Employee experience and workforce management systems ac
provider and staff satisfaction, which research consistently links to patient expe
outcomes. Customer data platforms and marketing automation tools in healthca
create their own feedback loops and experience touchpoints. All of these catego:
potentially compete for budget, attention, and strategic priority with dedicated

experience management platforms.

Furthermore, electronic health record vendors continue expanding their capabil

adding patient portals, mobile apps, telehealth platforms, and other digital fron



capabilities that generate their own experience data and feedback mechanisms. ]
Cerner Oracle, and others have massive installed bases, deep integration with cl
workflows, and credibility with IT and clinical leadership. While their user expe
and analytical capabilities often lag behind purpose-built experience manageme;
platforms, their convenience, integration advantages, and ability to bundle
capabilities into existing contracts make them formidable competitors for increi
wallet share. Qualtrics and Press Ganey must articulate compelling reasons why
healthcare organizations should pay for a separate, best-of-breed experience
management platform rather than accepting good-enough capabilities from exis

vendors.

The enterprise software market dynamics have shifted significantly since Qualtr
first went public. Buyers have become more sophisticated about experience
management as a category, with clearer expectations about capabilities, pricing,
time-to-value. The initial wave of digital transformation urgency that accelerate
software purchases during the pandemic has given way to more careful scrutiny
return on investment, demonstrated outcomes, and integration with existing
technology stacks. Chief experience officers and similar roles have matured in tt
understanding of what technology can and cannot deliver, becoming more discei
customers less susceptible to marketing narratives disconnected from operation

reality.

Integration Risk and Organizational
Culture

Technology industry history offers abundant cautionary tales about acquisitions
looked strategically compelling but failed to deliver expected value due to integi
challenges, cultural clashes, and execution missteps. The Qualtrics-Press Ganey
combination faces several integration risks worth examining carefully. At the mc
basic level, merging two large software companies with different product

architectures, technology stacks, and engineering practices requires thousands ¢
decisions about which systems to maintain, which to sunset, how to manage tect

debt, and how to allocate development resources between integration projects ai



ongoing product innovation. Getting these decisions right requires both technic
judgment and business acumen, balancing short-term customer needs against lo

term architectural goals.

Product integration decisions prove particularly complex because they involve n
technical considerations but also customer impact, sales strategy, and competiti
positioning. Should Qualtrics maintain Press Ganey's existing products indefinii
migrate customers to the Qualtrics platform over time, or develop new combine:
products that leverage the best of both platforms? Each approach has different
implications for customers, different costs and timelines, and different risks.
Maintaining parallel products preserves customer continuity but increases
operational complexity and slows innovation. Forced migrations risk customer c
and satisfaction issues. Developing new combined products requires significant

investment and delays delivering integration benefits.

The organizational culture challenge extends beyond typical change managemen
fundamental differences in how the companies operate and what employees valu
Qualtrics has operated as a high-growth technology company with the correspor
emphasis on speed, innovation, and platform thinking. Press Ganey has deeper r
in healthcare consulting and services, with organizational DNA that values dom:
expertise, customer relationships, and understanding the nuances of healthcare
operations and politics. Software engineers and healthcare consultants approach
problems differently, measure success differently, and respond to incentives
differently. Creating a unified culture that preserves the strengths of both
organizations while eliminating dysfunction and conflict requires thoughtful

leadership and significant time.

Sales and go-to-market integration represents another major challenge. Qualtric
Press Ganey have different sales models, different customer engagement approa
and different economic models. Qualtrics emphasizes platform sales with expan:
opportunities across multiple experience management use cases within custome
organizations. Press Ganey focuses on healthcare-specific solutions with deep ac
penetration through long-term relationships and consulting services. Combinin;

these approaches requires decisions about sales team structure, compensation



customer ownership, and how to avoid internal competition for customer wallet
Getting sales integration wrong can quickly destroy value through lost producti
confused customers, and departing top performers who find better opportunitie

elsewhere.

Customer communication during integration also matters enormously. Healthca
organizations are inherently risk-averse, particularly regarding systems that tous
patient care, quality reporting, and regulatory compliance. Uncertainty about pr
roadmaps, support continuity, or contract terms can drive customers to evaluate
alternatives even when they were previously satisfied. Qualtrics and Press Ganey
message integration plans clearly, provide reassurance about continuity and

investment, and demonstrate that the combination benefits customers rather thz:
primarily serving acquirer interests. This requires not just marketing communic
but concrete actions that build confidence, such as accelerated product releases,
improved support experiences, or expanded capabilities delivered quickly enoug

demonstrate integration benefits.

The integration timeline itself becomes a strategic variable. Moving too quickly
execution errors, system disruptions, and customer dissatisfaction. Moving too s
allows competitors to exploit uncertainty, fails to deliver expected synergies, anc
frustrates stakeholders expecting results. Technology integrations generally take
longer and cost more than initial estimates suggest, particularly in complex ente
software environments with extensive customization, integration, and
interdependencies. Realistic planning that accounts for inevitable setbacks and
complications while maintaining momentum toward integration goals requires

experienced leadership and disciplined execution.

The Al Promise and Its Practical
Limitations

Much of the acquisition narrative centers on artificial intelligence and machine
learning capabilities that will supposedly transform how healthcare organizatior

understand and act upon experience data. The vision involves moving beyond sit



survey scores and static reports to dynamic, intelligent systems that predict prol
before they occur, prescribe specific interventions likely to improve outcomes, a
automatically surface insights from massive volumes of structured and unstructi
feedback. This sounds compelling, and there are certainly legitimate application
machine learning to experience data, but the practical reality involves significan

limitations that deserve honest examination.

Natural language processing applied to patient comments and feedback can extr
themes, sentiment, and specific issues at scale more efficiently than human revie
This capability has genuine value for organizations receiving thousands or millic
text responses annually. However, the insights extracted often lack the nuance ar
context that experienced healthcare quality professionals derive from careful re:
and interpretation. Automated sentiment analysis can misclassify sarcasm, miss
cultural and linguistic variations, or fail to recognize the significance of specific
terminology. Text analytics work best as augmentation rather than replacement
human judgment, triaging large volumes of feedback to surface items warrantin,

closer attention rather than fully automating interpretation and response.

Predictive models that attempt to forecast patient experience scores or identify

individuals at risk of poor experiences face fundamental challenges around data
quality, feature availability, and model interpretability. Healthcare organization:
lack the clean, integrated datasets necessary to train reliable predictive models.

factors that most strongly influence patient experience may not be easily measur
or available in structured form. Even when models achieve reasonable predictive
accuracy in aggregate, they may perform poorly for specific subpopulations or ir
cases, creating equity concerns and limiting practical utility. Moreover, healthca
providers and quality teams appropriately demand interpretability and transpar:
in automated decision support tools, which creates tension with black-box mach
learning approaches that optimize for predictive accuracy at the expense of

explainability.

Prescriptive analytics that recommend specific interventions face even steeper
challenges because they require not just prediction but causal inference.

Understanding what drives patient experience is different from understanding v



changes will improve it. Correlation does not imply causation, and retrospective
analysis of observational data cannot generally support confident causal claims ¢
intervention effectiveness. Healthcare organizations implementing changes base
prescriptive analytics reccommendations may see no improvement, or worse,
unintended negative consequences if the underlying models misidentify causal

relationships or fail to account for confounding factors and interaction effects.

The artificial intelligence hype cycle in healthcare has repeatedly disappointed,
ambitious promises about diagnostic accuracy, operational efficiency, and clinic:
decision support yielding mixed real-world results. Experience management
represents fertile ground for Al application because it involves large datasets, cl
outcome metrics, and relatively low stakes compared to clinical applications whi
errors directly threaten patient safety. However, even in this comparatively favor
environment, the gap between demonstration projects and scalable, reliable
production systems remains substantial. Models require ongoing monitoring,
retraining, and validation to maintain performance as patient populations, opere
practices, and external conditions evolve. Organizations need governance frames
technical infrastructure, and staff expertise to deploy and maintain Al systems

responsibly, capabilities that many healthcare providers lack.

The more realistic near-term opportunity involves using machine learning to au;
human decision-making rather than automate it. Intelligent routing of feedback
appropriate departments based on content analysis, automated translation of
multilingual comments, identification of statistically significant changes in tren
metrics, and other applications that increase efficiency without requiring full
automation of judgment represent practical starting points. As organizations de
experience and capabilities with these foundational applications, more sophistic
uses become possible. But the timeline for transformative Al impact likely exten
over years rather than quarters, requiring sustained investment and realistic

expectations about both capabilities and limitations.

Financial Implications and Valuation
Considerations



The approximately 6.7 billion dollar valuation for Press Ganey Forsta provides

interesting benchmarks for health tech entrepreneurs and investors thinking ab
valuations in the current market environment. Press Ganey's reported revenue p
the transaction at a meaningful multiple of sales, reflecting the recurring revenu
model, customer retention rates, and strategic value of the combined platform.

However, the valuation also reflects specific circumstances including the acquire
strategy, the target's growth trajectory, competitive dynamics, and broader mark

conditions that may limit generalizeability to other companies and situations.

Software-as-a-service businesses in healthcare have historically commanded prei
valuations relative to other healthcare technology categories due to recurring re
high gross margins, and scalability. However, valuation multiples have compress
significantly from pandemic-era peaks as public market investors have demande
clearer paths to profitability, sustainable growth rates, and improved capital

efficiency. Private market valuations have followed public comparables downwayi
though with the usual lag and with significant variation based on company-speci
factors. The Qualtrics-Press Ganey valuation suggests continued appetite for hiy
quality assets with strong market positions and credible growth opportunities, €

overall market conditions remain challenging.

For Qualtrics' private equity owners, the acquisition represents a bet that they c
drive enough revenue growth and margin expansion through the combination to
generate attractive returns despite the substantial capital deployed. Private equi
value creation in software typically comes from some combination of organic grc
operational improvements that expand margins, strategic repositioning that

commands higher valuations, and financial engineering through leverage and tas
optimization. The Qualtrics-Press Ganey deal likely involves all these elements,
particularly high expectations for cross-sell and upsell revenue synergies that le

the combined customer base.

The financial model depends heavily on customer retention and expansion. If ths
integration disrupts customer relationships, leading to higher churn or slower
expansion, the acquisition quickly becomes value-destructive regardless of othei

synergies. Conversely, if Qualtrics successfully expands its footprint within Pres



Ganey's healthcare customer base while maintaining Press Ganey's existing
relationships, the revenue synergies could substantially exceed initial projection
Customer success and satisfaction during the integration period thus become nc
operational priorities but financial imperatives that directly impact investment

returns.

Cost synergies typically receive less emphasis in software acquisitions than rever
synergies, but they still matter, particularly for private equity owners focused or
margin expansion. Consolidating overlapping functions like finance, legal, hum:
resources, and facilities generates savings relatively quickly with limited custom
impact. Technology infrastructure consolidation takes longer but eventually red
costs as duplicate systems are retired and workloads are optimized. Sales and

marketing efficiencies come from eliminating geographic overlap, combining ch
strategies, and focusing resources on highest-return activities. However, aggress
cost cutting risks damaging the business by reducing service quality, slowing

innovation, or creating organizational instability that drives talent departures.

The capital structure and financing approach also influence the deal's risk and r
profile. Higher leverage magnifies returns in success scenarios but increases risk
distress if integration challenges or market conditions pressure cash flows. Qual
existing leverage and the incremental debt or equity required to finance the Pre:
Ganey acquisition affect both the company's financial flexibility and its strategic
options. Highly leveraged companies must prioritize cash generation and debt s
over long-term strategic investments that might benefit the business but delay

profitability.

For health tech entrepreneurs, the transaction offers lessons about building valu
businesses in crowded markets. Press Ganey achieved exit at significant valuatio
despite operating in a mature category with established competitors and seemin
limited opportunities for disruptive innovation. The keys to this success include
building deep customer relationships through consistent service delivery,

accumulating proprietary data assets that became increasingly valuable over tim

maintaining discipline about profitable growth rather than pursuing growth at ¢



cost. These lessons contrast with venture capital narratives that emphasize rapic

scaling, winner-take-all market dynamics, and growth prioritized over profitabil

Conclusion

The Qualtrics acquisition of Press Ganey Forsta represents a significant transaci
with implications extending well beyond the two companies directly involved. Fi
healthcare providers, it signals continued consolidation among technology vend:
and raises both opportunities and concerns about platform capabilities, integrat
quality, and long-term strategic alignment between vendor and customer interes
For competitors, it reshapes the competitive landscape and forces strategic decis
about positioning, differentiation, and whether independence remains viable. Fc
investors and entrepreneurs, it provides data about valuations, strategic prioriti

and the balance between organic growth and inorganic expansion.

The ultimate success or failure of this acquisition will depend primarily on exec
during the critical integration period and the combined company's ability to del
meaningful value to customers that justifies the investment thesis. The strategic
appears sound in principle: combining modern technology with deep domain

expertise and established customer relationships should create a stronger compe
than either company represented independently. However, strategic logic alone 1
guarantees success, and the distance between PowerPoint strategies and operati

reality has destroyed countless deals that looked compelling on paper.

Healthcare technology remains a challenging market characterized by complex t
processes, high switching costs, regulatory complexity, and customers with limit
appetite for risk and disruption. Success requires not just good technology but ¢
understanding of healthcare operations, politics, and culture. The combination «
Qualtrics and Press Ganey brings together complementary strengths that shoulc
position the merged entity well if integration proceeds thoughtfully and patient
However, the substantial integration risks, cultural differences, and execution

challenges make this far from a certain success.



For the healthcare industry, the broader question involves whether consolidated
experience management platforms actually deliver the promised benefits of bett:
patient experiences, improved quality, and more efficient operations. The theory
systematic feedback collection, sophisticated analytics, and Al-driven insights w
transform healthcare delivery has intuitive appeal, but the practical evidence ret
mixed. Technology alone has never solved fundamentally human and organizatic
challenges, and experience management is no exception. The most successful

deployments combine good technology with committed leadership, disciplined ¢
management, and realistic expectations about what measurement and analytics ¢

accomplish.

The next several years will reveal whether this transaction creates genuine value
serves primarily as a case study in integration challenges and strategic overreach
Healthcare technology observers, investors, and entrepreneurs would do well to
closely, not just for the ultimate financial outcome, but for the operational lesso
about what works and what does not when combining software platforms, integt
organizational cultures, and attempting to deliver complex technology-enabled

transformation in healthcare's uniquely challenging environment. The Qualtrics

Ganey story is just beginning, and its ultimate legacy remains to be written.
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