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Company Profile
Since 2008, London-based Swiftkey has devel-
oped an award-winning keyboard app for An-
droid smartphones and tablets that provides ac-
curate predictions as users type, making typing 
quick and easy. By reading  users’ Twitter, Face-
book, Gmail, RSS feeds, as well as the text they 
type on their Android devices, Swiftkey learns 
how users “talk” and then offers more accurate 
auto-corrections and next-word predictions.
 
Challenge
Since launching, Swiftkey apps have been 
among the most popular global apps for An-
droid, but the company has a broad and varied 
customer base and has struggled to determine 
what’s most important to users, 
especially since the most vo-
cal customers don’t 
often represent the 
full population. Joe 
Braidwood, chief 
marketing officer, 
quickly recognized 
that Swiftkey needed a 
better way to let customers 
share their feedback so that the com-
pany could target the issues that 
mattered most to the majority of 

users.
“We needed an open, collaborative environ-

ment to gather insights from our customers,” 
said Joe. At the time, Swiftkey used TenderApp, 
but Joe knew it wasn’t giving the company what 
it needed. 

“TenderApp’s process is too complicated for 
us and our customers,” he said. So Braidwood be-
gan looking at alternatives, including UserVoice. 
“We looked at several products, but UserVoice’s 
feedback and support tools looked exactly like 
what we needed,” Joe added.

Approach
After making the switch to UserVoice, Swift-
key soon found the feedback forums provided 
a great way to communicate with their cus-

tomers and show them the 
company is listening 

and making progress. 
UserVoice forums 

also helped shape 
Swiftkey’s product 

roadmap and have 
influenced how 

the company 
decides to pri-

oritize product 
decisions. In 
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Swiftkey takes empathic product design to the front 
line, implementing more than 800 ideas submitted by 
users via UserVoice’s feedback platform.
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fact, to date Swiftkey has completed more than 
800 ideas submitted by users via UserVoice’s 
feedback platform.

“I’m a big fan of UserVoice’s feedback forum. 
I love that we can limit the amount of votes peo-
ple have so they only vote on what is most im-
portant to them. It helps us understand what 
matters to our customers,” said Dr. Charlie Ed-
munds, Swiftkey’s head of business intelligence 
and customer insight.

Results
UserVoice has enabled Swiftkey to tap into its 
broad customer base, gain a deeper understand-
ing of what customers want, and more easily 
prioritize features. UserVoice has also helped 
Swiftkey to respond quickly and efficiently to 
customers through a simplified, centralized 
platform.

Thanks to Braidwood’s decision to adopt Us-
erVoice, Swiftkey has also been able to use its 
knowledge base and Instant AnswersTM search-
as-you-type technology to reduce the number of 
support requests the company receives. Instant 
Answers automatically pulls matching articles 
from Swiftkey’s knowledge base and sticks them 

in the contact form as customers type. When 
customers get an immediate answer, Swiftkey 
has one less ticket to answer. In fact, Instant 
Answers has reduced the number of support re-
quests Swiftkey receives by 9% per month.

“Knowledge Base makes our life easier be-
cause people can see the answer right there,” 
said Dr. Edmunds. “We add new articles to the 
knowledge base every week so users can find 
help faster. The goal is to help customers help 
themselves, so we make Knowledge Base a pri-
ority.”
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“ “

It felt like we were always apologizing and unable to 
focus on solving support issues on an individual ba-
sis. It’s always easier to deal with support issues pri-
vately.”

UserVoice is the leading provider of customer engagement tools for web and mobile app–based 
businesses. Engage users early and often with UserVoice’s holistic approach to user feedback, support, 
knowledge management and satisfaction ratings. UserVoice helps companies to understand their users, 
keep them happy, reduce support costs, deploy informed products and increase customer retention. 
Easy to set up and even easier to use, UserVoice embeds directly in web apps, websites, iOS and 
Android apps, and Facebook pages - going where users already are. Join the more than 120,000 
organizations—Rackspace, SwiftKey, Microsoft, Zynga, HipChat, to name a few—using UserVoice to listen 
to their users’ voices. For more information and to get started for free today, visit uservoice.com.
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