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As a product manager of a Saas or web
application, your ultimate goal is to provide a
product that meets customer needs and
drives growth for your organization.

However, developing a successful product is not a one-time
event; instead, it requires ongoing monitoring and continuous
improvement. One key aspect of this process is establishing a
product feedback loop.

A feedback loop allows users to submit bug reports, feature
requests, and other feedback, which can help you create a
better product, optimize product-market fit, and maximize
product-led growth (PLG).

In this guide, we'll provide you with five essential steps for
creating a product feedback loop that works for your
organization:

j—

Establish Clear Channels for Feedback
Capture Feedback Systematically
Assess and Prioritize Feedback

Incorporate Feedback into Product Development

oA WM

Communicate Updates and Action Steps to Users

By following these steps, you can create a robust feedback loop
that enables you to continuously improve your product and
meet the needs of your users.

LY userback



O01. CREATING A PRODUCT FEEDBACK LOOP

Establish Clear
Channels for
Feedback

Providing users with clear and accessible
channels to submit feedback is the
foundation of creating a robust product
feedback loop.

By offering various avenues for users to share their bug reports,
feature requests, and other feedback, you not only encourage
engagement but also demonstrate your commitment to
listening to your users’ voices.

Let's explore two essential actions to help you establish clear
channels for feedback:

1. Provide multiple channels for users to

submit feedback

It's important to offer users a range of channels to suit their
preferences and make it as convenient as possible for them to
provide feedback. Here are several effective options to consider:
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a. Email:

Email is a commonly used feedback channel that allows users to
communicate their thoughts and concerns in a more private
and personal manner. Including a dedicated email address for
feedback, such as feedback@yourcompany.com, creates an
easy method for users to share their feedback directly.

b. In-app feedback form:

Integrating a feedback form directly into your application offers
a seamless and context-aware way for users to provide
feedback while using your product. This form should be easily
accessible and prominently displayed, ensuring users can easily
find and utilize it whenever they encounter a bug or have a
feature suggestion.

c. Website feedback portal:

For users who prefer a web-based approach or don't have
immediate access to your application, a designated feedback
portal on your website serves as a centralized hub for collecting
feedback. This portal can host submission forms, forums for
discussion, and other resources that facilitate open
communication with your users.

2. Make it easy and convenient for users to

share their feedback

To maximize user participation, you need to remove any barriers
that might prevent users from sharing their feedback. Here are
some key considerations to ensure the process is easy and
convenient:

a. Seamless integration:

Integrate feedback mechanisms directly into your application or
website, making them easily accessible with minimal effort
required from the user. For example, include a button or widget
within the user interface that triggers a feedback submission
form.
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b. Clear instructions:

Provide clear instructions on how users can submit feedback
through each channel. This clarity ensures users understand the
process and feel confident in sharing their thoughts.

c. Mobile-friendly options:

With the rise of mobile device usage, it's crucial to optimize your
feedback channels for mobile users. Ensure that your in-app
feedback form or website feedback portal is responsive and
user-friendly on different screen sizes.

d. Acknowledgment and gratitude:

When users take the time to provide feedback, acknowledge
their efforts. Implement an auto-response or confirmation
message to let them know their feedback has been received
and is valued. Express gratitude for their input and assure them
that their feedback will be taken into consideration.

By providing multiple channels for feedback and making the
process easy and convenient for users, you create an
environment that encourages users to share their thoughts,
enabling you to gain valuable insights into their experiences and
needs. With this foundation in place, you can move on to the
next step: capturing feedback systematically.
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02. CREATING A PRODUCT FEEDBACK LOOP
Capture Feedback
Systematically

Once you've established clear channels for
users to submit feedback, the next crucial
step is to capture that feedback

systematically.

This involves implementing an organized system to collect, store,
and manage user feedback effectively. By doing so, you ensure
that no valuable feedback slips through the cracks and that all
feedback is easily accessible when it comes time to analyze and
prioritize it. Let's dive into three essential actions to help you
capture feedback systematically:

1. Implement a centralized system to capture
and store user feedback effectively

To maintain a structured approach to capturing feedback, it's
crucial to establish a centralized system dedicated to this
purpose. This system can take various forms, depending on the

size and needs of your organization:
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a. Customer support platforms:

Customer support platforms offer a range of tools and features,
including ticketing systems, email integration, and knowledge
bases, enabling you to capture and manage user feedback
effectively. These platforms often provide powerful search and
filtering capabilities, allowing you to categorize and organize
feedback based on priority, features, or other relevant criteria.

b. Feedback management software:

Dedicated feedback management software is designed
specifically to capture, organize, and analyze user feedback.
These tools are often equipped with features such as feedback
categorization, sentiment analysis, and collaboration

capabilities, making it easier to track and act upon user input.

c. Project management tools:

If your organization already uses a project management tool,
such as Asana, Trello, or Jira, you can customize the tool to
capture and manage user feedback systematically. Create
dedicated boards, lists, or tickets to track feedback, ensuring
visibility for relevant team members and facilitating
collaboration.

2. Use tools like customer support platforms,
feedback management software, or project
management tools to keep track of feedback
in a structured manner

To effectively capture and manage user feedback, leverage
appropriate tools that facilitate a structured approach. These
tools offer several advantages:
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a. Centralized repository:

Utilizing dedicated tools allows you to consolidate feedback in
one centralized location. This eliminates the risk of information
being scattered across various channels and ensures easy

access for the product team.

b. Organization and categorization:

Feedback tools often provide features to categorize feedback
systematically. This allows you to sort feedback based on
priority, features, customer segments, or any other relevant
criteria. By organizing feedback in a structured manner, you can
later analyze it more effectively.

c. Search and filtering capabilities:

Feedback tools enable you to quickly search for specific
feedback based on keywords, dates, users, or tags. Filtering
options make it easier to focus on relevant feedback based on
certain criteria, helping you identify patterns and trends.

3. Ensure that you capture all relevant
information about the feedback

When capturing user feedback, it's important to gather all
pertinent information to provide context and facilitate effective
analysis. Consider capturing the following details alongside the
feedback itself:

a. User information:
Document the user's name (if provided), email address, or any
other relevant identification details to facilitate further

communication or follow-up if necessary.
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b. Date and time:
Capture the date and time when the feedback was submitted.
This information can be valuable when evaluating the urgency

or assessing trends over time.

c. Additional context or details:

Encourage users to include as much relevant information as
possible when submitting feedback. This may include
screenshots, specific steps to reproduce a bug, or ideas for new
features. This additional context can greatly aid in
understanding and addressing the feedback effectively.

By capturing all relevant information consistently, you not only
maintain a complete record of user feedback but also have the
data necessary to analyze, prioritize, and act upon it in the

subsequent steps.

Once you have established a systematic process to capture
feedback effectively, you are ready to move on to the next step:
assessing and prioritizing feedback.
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03. CREATING A PRODUCT FEEDBACK LOOP
Assess and Prioritize
Feedback

Once you've captured user feedback

systematically, the next crucial step is to
assess and prioritize that feedback effectively.

This step allows you to identify patterns, common issues, and
popular feature requests, ensuring that your product
development efforts align with user needs and expectations.
Let's dive into three essential actions to help you assess and

prioritize feedback effectively:

1. Regularly review and analyze the collected
feedback

To make the most of the feedback you've captured, it's essential
to establish a regular review and analysis process. This involves
dedicating time and resources to review the feedback collected,
identify patterns, and gain insights into user sentiments and
priorities. Here are a few key practices to consider:
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a. Schedule regular review sessions:

Set aside dedicated time at regular intervals to review the
feedback collected. This might be a weekly or bi-weekly meeting
where the product team comes together to discuss and analyze
the feedback.

b. Identify patterns and common issues:

Look for patterns or recurring themes in the feedback. Are
multiple users reporting the same bug or requesting a similar
feature? By identifying these patterns, you can gain a deeper
understanding of the pain points and desires of your user base.

c. Monitor sentiment and satisfaction:

Pay attention to the sentiment expressed in the feedback. Are
users mostly frustrated, delighted, or neutral? Understanding the
emotional context of the feedback helps you prioritize issues
that have a significant impact on user satisfaction.

2. Categorize feedback based on impact,
urgency, and alignment

To effectively prioritize feedback, it's important to categorize it
based on its impact, urgency, and alignment with your product
roadmap and business goals. Here are some considerations to

help you categorize feedback effectively:

a. Impact assessment:

Assess the potential impact each feedback item may have on
your product or user experience. Consider factors such as the
number of users affected, the severity of the problem, or the

potential business value of implementing a requested feature.
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b. Urgency evaluation:

Evaluate the urgency of each feedback item. This involves
considering factors such as the frequency of occurrence, the
level of disruptiveness caused by the issue, or the immediate

demands of your user base.

c. Alignment with product roadmap and business

goals:

Assess how well each feedback item aligns with your product
vision, strategy, and business goals. Prioritizing feedback that
aligns closely with your product direction ensures that valuable

changes are made to support your overarching objectives.

3. Assign priority levels to different feedback
items

To facilitate effective decision-making, it's crucial to assign
priority levels to different feedback items. This helps ensure that
resources and efforts are allocated appropriately. Consider
these best practices when assigning priorities:

a. Create a priority scale:

Establish a priority scale that suits your organization's needs. This
could be a three-level scale (high, medium, low), a numerical
system (1-5), or any other structure that reflects the urgency and
importance of the feedback item.

b. Involve stakeholders:

Engage key stakeholders in the prioritization process, including
product managers, development teams, and customer support
representatives. Collaboration helps ensure a holistic view and

aligns priorities across different departments.
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c. Consider trade-offs:

As you assign priorities, consider any trade-offs that may arise.
Sometimes, addressing one feedback item may mean delaying
or deprioritizing others. Balancing competing priorities assists in

making informed decisions and managing user expectations.

By assessing and prioritizing feedback systematically, you can
focus your limited resources on addressing the most critical
issues or implementing the most requested features. This
ensures that your product evolves in a way that aligns with both
user needs and your broader business objectives.

Once you have prioritized the feedback, you can move on to the
next step: taking action. In the next section, we'll explore
strategies for effectively acting upon the feedback you've
assessed and prioritized, ensuring that it drives tangible
improvements to your product.
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04. CREATING A PRODUCT FEEDBACK LOOP
Incorporate
Feedback Into
Product
Development

Once you have assessed and prioritized user
feedback, the next crucial step is to
incorporate that feedback into your product
development process.

This step involves effectively communicating and collaborating
with your development and design teams, as well as other
relevant stakeholders, to ensure that user needs and priorities
are taken into consideration. Let's dive into three essential
actions to help you incorporate feedback into product
development effectively:
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1. Regularly communicate and evaluate
feedback with your development and design
teams

To ensure that feedback is effectively incorporated into the
product development process, it's crucial to establish a regular
and transparent communication channel between the product
team and the development and design teams. Here are some
key practices to consider:

a. Schedule regular meetings or sync-ups:

Set up regular meetings or sync-ups with the development and
design teams to discuss and evaluate feedback. This can be a
weekly or bi-weekly meeting where you can collectively review

the feedback and its implications for the product.

b. Facilitate open discussions and brainstorming:
Encourage open discussions and brainstorming sessions to
explore potential solutions or approaches to address the
feedback. Engage the development and design teams in
sharing their insights and creative ideas based on their

expertise.

c. Provide clear context and guidelines:

When discussing feedback, provide clear context and guidelines
to ensure a shared understanding. Share relevant information
about user pain points, business goals, and product direction.
This context helps the development and design teams align their
efforts with the overall product strategy.
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2. Collaborate with relevant stakeholders to
assess feasibility and impact

Incorporating feedback into product development requires
collaboration with various stakeholders, including developers,
designers, project managers, and others who can provide
insights into the feasibility and impact of implementing
requested features or resolving reported bugs. Here's how you
can effectively collaborate with these stakeholders:

a. Cross-functional collaboration:

Engage stakeholders from different teams and departments to
assess the feasibility and impact of implementing feedback. This
collaboration ensures a comprehensive evaluation of the
technical, design, and business implications of potential

changes.

b. Assess technical feasibility:

Collaborate with developers to determine the technical
feasibility of implementing requested features or resolving
reported bugs. Understand if any technical limitations or
dependencies exist and identify potential solutions or
workarounds.

c. Evaluate impact:

Evaluate the impact of incorporating feedback on other parts of
the product or existing features. Consider the potential ripple
effects of changes and ensure they align with the overarching
user experience and business objectives.
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3. Use feedback to inform your product
roadmap, planning, and decision-making

To effectively incorporate feedback into your product
development process, it's essential to use that feedback to
inform your product roadmap, planning, and decision-making.

Here's how you can achieve this:

a. Product roadmap alignment:

Evaluate how the feedback aligns with your product roadmap
and vision. Identify areas where the feedback supports or
challenges your existing plans and adjust your roadmap
accordingly.

b. Data-driven decision-making:

Utilize data from user feedback to make informed decisions.
Leverage patterns and trends to prioritize features or bug fixes
that align with the most pressing user needs or have the
greatest potential business impact.

c. Iterative planning and execution:

Incorporate feedback into iterative planning and execution
cycles. Embrace an agile or iterative development approach
that enables you to release smaller, more frequent updates that

reflect user feedback in a timely manner.

By incorporating feedback into your product development, you
ensure that user inputs are not only heard but also actively used
to shape your product's evolution and deliver a better user
experience. This iterative process of listening, evaluating, and
incorporating feedback helps your product align more closely

with user needs and expectations.
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Once you have incorporated the feedback into your product
development process, you can move on to the final step: Closing
the feedback loop. In the next section, we'll explore the
importance of closing the loop with your users, ensuring that
their feedback is acknowledged and appreciated.
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05. CREATING A PRODUCT FEEDBACK LOOP

Communicate
Updates and Action
Steps to Users

The final step in creating an effective product
feedback loop is to communicate updates
and action steps to your users.

This ensures that your user base is aware of the status of their
feedback and understands how their inputs shape the
development of your product. Let's dive into four essential
actions to help you communicate updates and action steps to

users effectively:

1. Keep users informed about the status of
their feedback

To foster a positive relationship with your users, it's essential to
keep them informed about the status of their feedback. This
involves proactively communicating with your users to let them
know that their feedback has been heard and that their input is
valued. Here are some effective practices to consider:

LY userback 19



a. Provide timely updates:

Provide timely updates to your users regarding the status of their
feedback. Whether their feedback has been accepted, rejected,
or is being evaluated, timely responses help establish trust and

demonstrate that you value their input.

b. Set expectations:

Set clear expectations with your users about the timeline for
evaluating and addressing feedback. This transparency helps
mitigate any user frustration or dissatisfaction that may result
from prolonged waiting periods.

c. Acknowledge submitted feedback:

Finally, acknowledge receipt and the submission of user
feedback. Let your users know that their comments have been
received and that you appreciate their input.

2. Share updates on the progress made

Sharing updates on the progress made regarding user feedback
is key to keeping your users informed and engaged. It ensures
that your user base understands what changes are being made
to the product based on their feedback. Here are some effective
practices to consider:

a. Be transparent:

Be transparent in communicating progress updates. Share
details about any completed work, current in-progress tasks,
and remaining tasks, even if the feedback has not yet resulted in
any visible changes.
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b. Focus on high-impact changes:
Update users on the progress of high-impact changes resulting
from their feedback. Share updates on how you are addressing

critical bugs or implementing highly requested features.

c. Provide visibility into the decision-making

process:
Share insight into how feedback was evaluated and prioritized.
Explain how it influenced product development decisions and

what feedback items remain unaddressed and why.

3. Actively engage with users through regular
communications

Actively engaging with your users through regular
communications is crucial to demonstrating the value of their
input and maintaining a meaningful relationship. Here are some
best practices to consider:

a. Share product updates:

Share regular product updates, newsletters, or release notes to
showcase how user feedback is being incorporated into your
product. Highlight how specific feedback items are being
addressed and announce new features or updates.

b. Engage in user feedback surveys:

Occasionally engage in user feedback surveys to obtain direct
input from your users, assess customer satisfaction, and
fine-tune your feedback loop.
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c. Provide closed-loop support:
Offer closed-loop support by following up with users after
addressing their feedback. This helps demonstrate that their

feedback has been heard and valued.

4. Continuously iterate and refine your
feedback loop

The final step in communicating updates and action steps to
users is to continuously iterate and refine your feedback loop
based on user feedback itself. Here are some best practices to
consider:

a. Request feedback on your feedback process:
Request feedback from your users on your feedback process.
Ask how to improve the feedback submission and evaluation
process or how to make feedback more actionable and visible.

b. Proactively address shortcomings:

Actively address any shortcomings in your feedback loop or
product based on user feedback. Demonstrate that their input is
being taken seriously and guide future iterations of your product
and feedback process.

c. Embrace a culture of continuous improvement:
Finally, embrace a culture of continuous improvement.
Continuously refine your product feedback process to ensure
that it aligns with evolving user needs and industry trends.

By communicating updates and action steps effectively, you
create a feedback loop that fosters a meaningful relationship of
trust and collaboration with your users. It ensures that their
inputs are considered in product development and that they
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ultimately feel a sense of ownership and investment in your

product.

Once you have successfully incorporated feedback into your

product development process and communicated updates and

action steps to your users, you have achieved a product
feedback loop that delivers real value to your users.

But the process of capturing and addressing user feedback is
never fully complete, and it is important to continuously refine
and iterate your feedback loop to align with changing user
needs and market demands.
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How Userback
can help

Founded in 2016, we're dedicated to creating

harmony between product teams and their users.

Our mission is to support product growth by creating a unified
platform for meaningful connections, improving insights,

workflows, and collaboration.

Userback’s platform integrates feedback widgets, in-app
surveys, session replay, user identification, segments, and a
feedback management system to provide teams with a
comprehensive understanding of user experiences without

enterprise budgets.

Visit Userback.io and get started for free.
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