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1  Setup

Surveys

A new feature has been introduced in the Help Desk section to track surveys sent
when a ticket is marked as "closed" for users with a staff or support-related role.
The ticket must be closed by a technician for the survey to be triggered.

Use the instructions below to configure this new feature.

Setup

e Survey Forms - To use this feature, a survey form must be set up. You can
create or manage survey forms by navigating to Settings > Tickets > Survey
Forms..
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2  Add new survey form
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3 Survey form fields will appear as follows:
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Customer Satisfaction Survey

o How would you rate your overall service experience with us - response may include technician initial response
time of length of time to fix the issue. Please rate your technician with 1-5 stars and add any additional
COmMMents O CoNCerns.
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e Comments and Concems *

Submit Survay

Title can be a generic name of the type of survey form. Description will
print on the survey that is sent to the related user. This can be a detailed
explanation of the type of responses you are looking for.

The section on the right hand side can be customized with your question
that will be displayed beside the star rating. The comments question will
display a box beside the question for users to provide additional comments.



4  Custom Email has to be setup to use surveys

e Custom Emails - A custom email will need to be created for the survey
form and link the form to the email.
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5 Below outlines where each part of the email is created. Subject is automatically set
to a default subject line.

The subject line will automatically be populated when a survey form is
selected with text that will identify a survey email. The body will display in
the body of the email.
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thoughts
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6  Rules must be set for each custom email survey form.

® Rules - A rule will need to be set up to trigger the custom email to be sent
at the time a ticket is closed.

There are four key things that must be set in the rule.
1. Event must be set to “ticket is updated”
2. Condition must contain “status is one of closed”
3. Notification must contain action of “send survey email to related
user” and survey email template must be survey form name.

7 Status of closed is required for the rule but you can also add ticket type as a
condition. You must select "Send Survey Email to Related User" action.

— Conditsne
or n
And n
Canditean Fuekd ]
s
-
Fiekd < w B
Cperator * [ x w (1
anate €@ roce s
Actions
= Modifcaticns
Action H
Meatifications
Action " Mt © e- porv] Siarvey Emnall o ek
i immla—uuo



8  Process

Process
e Edit/Add Staff - A Survey will be sent to staff with Type set to “Employee”

or “Support” only.
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9 When ticket meets the rule criteria and saved, a survey will be triggered to email
the related user.

e Edit Ticket - When a ticket that meets the rule criteria and is closed by a
technician, it will then automatically send a survey email to the related user
when the ticket is saved.
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10  Arecord of the survey is updated to the Surveys manage page

e Survey Email - Once the survey email is sent, it will immediately update
the Survey Manage screen as an incomplete survey.

[ vex [

Wy Dt
EVY.2SITYTEINTRG Tix 507 [eTEEEY My limglies dowy Culn
EYY-4MCIAF NG TE-H0MIe Clromesost Zac Copaing Lk Mo

Sty t

Bl B BYY GILYLIZOO0S TE% eI Clrometos Mary Ingies B Tty P

L

FYY-RECLASILD TH-3009T43 Chromesam My Ingivs Bom Lo Mo

11  The link will expire in 7 days.

The survey email will contain a “Survey” button that the related user can
click on to take them to the survey questions. This link will expire in 7 days.
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Survey links can also be opened on a phone or ipad.



12  A'view only" modal of the ticket can be viewed in the survey.

When the related user clicks the survey link, a new tab will appear with the
survey instructions, view ticket option, survey question, 5 star rating, and
comment section. The view ticket option will display a view only version of
the ticket that was closed.
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QUALITY ASSURANCE

Customer Satisfaction Survey
How would you rate your overall service experience with us - response may include technician initial response

time or length of time to fix the issue. Please rate your technician with 1-5 stars and add any additional
comments or Concems.

View Tickel _

How do you rate your overall experience with your technician and was the issue resolved in a timely manner? *
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Comments and Concerns *

Submit Survey

13 See below
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Once the submit survey is selected, a success message will be displayed.



14 A 'survey success" message will appear after you submit the survey
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Your survey has been successfully submitted. We appreciate your feedback!



15

The survey details will them be updated to the survey manage screen.

e Surveys Manage - The Surveys manage page is located under Help Desk
in a new section called “Surveys”. This option is visible only to Admin users.

The “completed” surveys will be displayed by default.
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16  Alink to the ticket can be viewed from the view survey screen.
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