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WEB Survey infroduction
What are we going to create today

Survey invitation text Introduction text
(Additionally to invitation Email text)
Customer Satisfaction Score

sandsiv+ sandsiv+

customer intelligence made in switzerland customer intelligence made in switzerland
INTRODUCTION
Dear customer thanks again for taking your time to answer to the
SURVEY INVITATION TEXT following questions.

You are receiving this survey invitation because you recently get in touch

: - Very
with our company. O o ipatictied
CUSTOMER SATISFACTION How would you rate your O Unsatisfied
overall experience with SandSIV? O Neutral
O Satisfied

Termminate button

m O Very satisfied
Terminate button m

The SandSIV Support Center is a service of SandSIV Group. Visit us on:
The SandSIV Support Center is a service of SandSIV Group. Visit us on:

N in f ¥

S I B e

Customer Effort Score

sandsiv+

customer intelligence made in switzerland

CUSTOMER EFFORT SCORE
The organization made it easy for me to handle my
issue/request/problem?

Very Difficult
Difficult

Normal

Easy
Very Easy | Terminate button

The SandSIV Support Center is a service of SandSIV Group. Visit us on:

:"“In f v




WEB Survey infroduction
What are we going to create today

Conditional Flow Thank you page
(NPS > 9)

Net Promoter Score

OPEN QUESTION BY GOOD EXPERIENCE
We are delighted to hear that. But since we would like to surprise you Dear customer many thanks you for your answers!

further in the future we would like to know your opinion.
Your SandSIV Team

The SandSIV Support Center is a service of SandSIV Group. Visit us on:

N i §f ¥

Terminate button
<br/ NET PROMOTER SCORE P orincic uton | 3

On a scale of 0-10 how likely would it be for you to recommend SandSIV
to a friend or colleague?

(0: very unlikely - 10: very likely)

Conditional Flow Terminate button

012345678 910
000 (NPS < 9)
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Terminate button

OPEN QUESTION BY BAD EXPERIENCE

We are really sorry for your bad experience with us. Please tell us what
we can improve next time to meet your expectations. Unfortunately you decided to end the survey. Maybe next time

The SandSIV Support Center is a service of SandSIV Group. Visit us on:

N in f ¥

The SandSIV Support Center is a service of SandSIV Group. Visit us on:

:'“in f o

Terminate button

https://training.sandsiv.com/



https://training.sandsiv.com/
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WEB Survey creation
“Personalized” Invitation Emaill

v Today

Sand5slV Training Survey
SandSIV Training wants to know your opinion
Dear Volkan , many thanks for taking the time to answer to the following survey.

08:10

(52 Reply rj:‘:l_‘-ﬁeplj.raﬁ.ll =3 Forward
mercoledi 16.01.2019 12:03

SS SandSIV Survey <noreply@sandsiv.com>

() SandSIV wants your opinion

To volkan.uzakgoeren@sandsiv.com

Dear Volkan,

many thanks for taking the time to answer to the following survey.
Link to survey

Your SandSIV Team

4

Questions  Survey Settings Common Setitings | Language Settings Statistics Quarantines  Customers

Customer Training-WEB: &  ® Active | ~ v WEB (ID:410) [EEEIER(RER)) VR DIGI (ID:411) v EN ~

1/5 Invitation email -~

Static Survey Link

https://surv.biz/16vWb3cx | Update Copy link

Sender Name - Language specific

SandsIV Survey

Sender Address - Language specific

[] noreply@sandsiv.com
Subject
SandSh wants to Know your opinion
HTML version
<[> Edit HTML M Preview HTML
i1 <p>Dear {{ guestionnaire | meta:"NAME" }},</p>
2 <p»many thanks for taking the time to answer to the following survey.</p>»
3 <pr@nbsp;</p>
4  <pr<a style="color: #@892768; text-decoration: none;" href="{direct wrl}" target="_blank":Link to survey</a:x
fimg_email track}</p>
5 <pré@nbsp;</p>»
6 <p>*Your SandSIV Team</p>
7 <pr<img class="irc_mi" style="margin-top: 94px;" src="https://pbs.twimg.com/profile_images/992186286568345688
fz¥fggrNe_488x408. jpg" alt="Bildergebnis f&uuml;r logo sandsiv" width="114" height="114" /»</p>
Google it:

Word HTML converter




WEB Survey creation
Question’s type overview & conditional flow

Survey_ID information
needed for the creation of
the IMPORT file

Questions Survey Settings Common Settings Language Setting Statistics Cluarantines Customers

Customer Training-WEB( # @ @ Active | ~ SMS (ID:412) IVR DIGI (ID:411) v EN ~ Please go on:

https://training.sandsiv.com/

Survey WEB Channel

Querim :I @ Reorder I Graph + Add question

S gﬂgsg‘zfnlﬂﬁtg?lgﬁTEﬂ You are receiving this survey invitation because you recentl. .. FINISH SURVEY Blo +|® = Hist the possible qUEStion’S S

§ 1 mlﬁ?gb{fﬁ%'gﬁfgﬁ'gf,t;ﬁu;t{ﬁgnks oo o1 ki your e fo answer (o he folo. I sle +ls = SRR

= 1 .

§ yﬁg{gﬁgggﬁ%}ﬁmm oW would you rate your overall exoenience with s CONFIGURABLE sle +le = e e e et e e e e aba e e ara e e s bra e e e are i eens

Q 0=

oc ELIJESET-E:?;EQQE-FCF%ERT SCORE The organization made it easy for me {0 handle my issue,  CONFIGURABLE alo +le = G J T PPTRPTTPPPRT
HIETEI-:'EaDimggrg;gCGRE O scale of 010 how kel would it be for vou to recomme. CCALABLE s8lo +|§ = PP P PP PRI
WEB-Training-NPS-Bad _ OPEN slo +|l§ = TR
OPEN QUESTION BY BAD EXPERIENCE We are really sorry for your bad experience ...
E"‘EEEQT&TJIEE%SEEE;E%DSGD EXPERIENCE We are delihted to hear that Butsncewe  OPEN sle +lg = B e e

Conditional Flow T e ettt et eeeeetaaaeeen—eeettaaetataaaaeentarnnnaararaaeaeeaanaes



https://training.sandsiv.com/

WEB Survey creation
Survey invitation text

Questions & Reorder I=* Graph + Add question
ISurveyinvitationtext .. ) A FINISH SURVEY E o 4+ W EEI
SURVEY INVITATION TEXT You are receiving this survey invitation because you recentl...
g B IntrodUCtion -« again for taking your e to answer to the folo_. PELMITER o+ W Questions | Survey Setlings Common Seftings Language Setlings Statistics CQuarantines  Customers
gggfgﬁgﬁgsﬁﬁgmcnom How would you rate your overall experience with S... CONFIGURABLE o+ W=
gESB'I:-(r)rI?JiIrE‘E%_IE:F%SRTSCORETheorganization made it easy for me to handle my issus_.. CONFIGURABLE 3+ T = .. i . _
WEB.Training NPS s Customer Training-WEB&DIGI Survey (\ # Question ID: 2118 Channel: WEB v EN - -4 Send invite
NET PROMOTER SCORE On a scale of 0-10 how likely would it be for you to recomme...  SCALABLE o+ W=
“OVFI’EI?I‘:IT(r)al!lrEg%gESB‘B(gAD EXPERIENCE We are really sorry for your bad experience ... OPEN E o+ W=
OREN GUESTION BY 800D EXPERIENCE We are delighted to hear that. B OFEN &2+ § =
‘e are delighted to hear that. But since w... -
General
Title * survey invitation text
Type* Finish Survey -
External id survey invitation text
Question text
Text SURVEY INVITATION TEXT
You are receiving this survey invitation because you recently get in touch with our
company.
EN
Error text Enter e =
EN
* Cancel fﬂppﬁl‘ ' Save




WEB Survey creation
Infroduction

Questions & Reorder 22 Graph <+ Add question
gﬂg\efgnl‘(\il{zgli%?lgﬁtTEXTYou are receiving this survey invitation because you recentl... FINISH SURVEY o+ W=
. ['Volkan-Training WEB-Introduction — TEEE Questions | Survey Seftings Common Settings Language Settings Statistics Quarantines  Customers
INTRODUCTION Dear customer thanks again for taking your time to answer to the follo. .. o
gﬁgfgﬁgﬁgsﬁﬁgmmow How would you rate your overall experience with S... CONFIGURABLE o+ W=
lEI'\Irk,IT_SB'I:I)II:}.MEE%_IE:FEOSRTSCC!RETheorganizatiun made it easy for me to handle my issue... CONFIGURABLE e+ W= P = -
S — Customer Training-WEB&DIGI Survey (\ ¢ Question ID: 2108 Channel: WEB v EN - - Send invite
NETPROMOQrERSCOREOnascaleofu-mhownkelywoulditbeforyoutoremmme... SCALABLE o+ W=
gFI’EI?I‘:IT(r)al!lrI!g%_gESB‘B(%{.’AD EXPERIENCE We are really sorry for your bad experience ... OPEN E o+ W=
OFEN CLECTION BY 200D EXPERIENCE We are delighted to hear that. But sincew...  °F=" s+ § = General
Title * Volkan-Training-WEB-Introduction
Type* Delimiter e
External id Volkan-Training-WEB-Introduction
Question text

Delimiter Text | INTRODUCTION

Dear customer thanks again for taking your time to answer to the following questions.

ceereerrennenneeeeeeeen. guestions on
EN

TN e e

Error text

How to create a group question?
EN

Please go on:

https://support.sandsiv.com/hc/en-us

x Cancel VA



https://support.sandsiv.com/hc/en-us

WEB Survey creation
Customer Satisfaction Score (CSAT)

Questions & Reorder I=* Graph + Add question

Survey invitation text

SURVEY INVITATION TEXT You are receiving this survey invitation because you recentl... FINISH SURVEY E o+ WS

~ | Volkan-Training-WEB-Introduction " = .

INTRODUCTION Dear customer thanks again for taking your time to answer to the follo. .. DELIMITER o+ § =

WEB-Traning-C SAT X P
CUSTOMER SATISFACTION How would you rate your overall experience with §...  CONF/GURABLE o+ W= I

WEB-Training-CES

CUSTOMER EFFORT SCORE The organization made it easy for me to handle my issue..  CONFIGURABLE 3+ T =
II.*JMEE'PE’TRnng)%‘ngCORE On a scale of 0-10 how likely would it be for you to recomme. .. SCALABLE o+ W=
gFI’EI?I‘:IT(r)al!lrI!g%_gESB‘B(%{.’AD EXPERIENCE We are really sorry for your bad experience ... OPEN E o+ W=
OREN Lo Ok BY GO0D EXPERIENCE We are delighted to hear that. But sincew...  °F=" s+ § =
Questions | Survey Settings Common Settings  Language Settings Statistics Quarantines  Customers ANSWErS
Customer Training-WEB&DIGI Survey (\ ¢ Question ID: 2109 Channel: WEB v EN - 4 Send invite
= 1 Very unsatisfied EN Open [}
Warning! Please be aware, some users already answered this gquestion. Your changes may confuse results of the survey!
= 2 Unsatisfied EN Open (i1}
General
= 3 Neutral EN Open (i1}
Title * VVEB-Traning-CSAT
= 4 Satisfied EN Open [i1]
Type * Configurable ~
External id WEB-Traning-CSAT-Ext.Id = 2 Very satisfied EN Open [}
Question text
<4+ Add answer
Text CUSTOMER SATISFACTION
How would you rate your overall experience with Sand3IV?
Configurable values
EMN
Is Multichoice
Error text Please give us a score...._please ) Render Type List ~
EM Required v




WEB Survey creation
Customer Effort Score (CES

Questions & Reorder I=* Graph + Add question
Survey invitation text = =
SURVEY INVITATION TEXT You are receiving this survey invitation because you recentl... FINISH SURVEY 2+ W=
~ | Volkan-Training-WEB-Introduction [
INTRODUCTION Dear customer thanks again for taking your time to answer to the follo. .. DELIMITER o+ W=
WEB-Traning-C SAT - -
CUSTOMER SATISFACTION How would you rate your overall experience with §...  CONFIGURABLE oo+ W=
WEB-Training-CES a—
CUSTOMER EFFORT SCORE The organization made it easy for me to handle my jssue . CONFIGURABLE ¢+ W -I
WEB-Training-NP$S P
NET PROMOTER SCORE On a scale of 0-10 how likely would it be for you to recomme...  SCALABLE oo+ W=
WEB-Training-NPS-Bad OFEN o + W =
OPEN QUESTION BY BAD EXPERIENCE We are really sorry for your bad experience ... -
WEB-Training-NPS-Good OPEN &+ §F =
OPEN QUESTION BY GOOD EXPERIENCE We are delighted to hear that. But since w... -
‘ Questions | Survey Settings Common Settings Language Settings Statistics Quarantines Customers
Customer Training-WEB&DIGI Survey (\ & Question ID: 2113 Channel: WEB v EN 4 Send invite

Warning! Please be aware, some users already answered this question. Your changes may confuse results of the survey!

eneral

Title * WEB-Training-CES
Type ™ Configurable
External id WEB-Training-CES-Ext.Id
Question text
Text CUSTOMER EFFORT SCORE

The organization made it easy for me to handle my issue/request/problem?

Error text This is important fo us

EN

EN

ANswers

-t

Il
M2

Il
[ ]

1]
P

1l
on

4+ Add answer

Configurable values

Is Multichoice

Render Type Select

Required v

Very Difficult

Difficult

Marmal

Easy

Very Easy

EN

EN

EN

EN

EN

Open [i]
Open m
Open m
Open m
Open (i1

. .0




WEB Survey creation
Net Promoter Score (NPS)

Questions & Reorder I=* Graph + Add question

Survey invitation text .
SURVEY INVITATION TEXT You are receiving this survey invitation because you recentl... FINISH SURVEY E o o+

Volkan-Training-WEB-Introduction "
INTRODUCTION Dear customer thanks again for taking your time to answer to the follo. .. DELIMITER E o o+

WEB-Traning-C SAT .
CUSTOMER SATISFACTION How would you rate your overall experience with §...  CONFIGURABLE E 5o+

WEB-Training-CES
CUSTOMER EFFORT SCORE The organization made it easy for me to handle my issus...

CONFIGURABLE E o +

WEB-Training-NP$S

I NET PROMOTER SCORE On a scale of 0-10 how likely would it be for you to recomme...  SCALABLE E s+ W EEI
“OVFI’EI?I‘:IT(r)al!lrEg%gESB‘B(gAD EXPERIENCE We are really sorry for your bad experience ... OPEN E g 4+ W=
OREN Lo Ok BY GO0D EXPERIENCE We are delighted to hear that. Butsincew... O o+ WS
Questions | Survey Settings Common Settings  Language Settings Statistics Quarantines  Customers Configurable values
Customer Training-WEB&DIGI Survey (V ¢ Question ID: 2110 Channel: WEB v EN ~ -4 Send invite Highest value * 10
Lowest value * 0
Warning! Please be aware, some users already answered this question. Your changes may confuse results of the survey!
Number of values * 11
General
Lowest value name 0 EN
Title * VVEB-Training-NPS
Highest value name 10 EN
Type * Scalable ~
Render Type Line ~
External id VWEB-Training-NFS3-Ext.Id

Required v

Cuestion text
¥ Cancel ~" Apply

Text MET PROMOTER SCORE

On a scale of 0-10 how likely would it be for you to recommend SandSIV to a friend or
colleague?

(0 very unlikely - 10: very likely)

EN

Error text The NPS is very important for our bonus )

EN




WEB Survey creation

Open guestion for “YBad or Good” experienCe (incl. answer re-use & conditional flow)

Questions & Reorder 22 Graph <+ Add question
Survey invitation text . = =
SURVEY INVITATION TEXT You are receiving this survey invitation because you recentl... FINISH SURVEY E o+ WS

~ | Volkan-Training-WEB-Introduction " [
INTRODUCTION Dear customer thanks again for taking your time to answer to the follo. .. DELIMITER o+ § =
WEB-Traning-C SAT . —
CUSTOMER SATISFACTION How would you rate your overall experience with §...  CONFIGURABLE o+ W=
WEB-Training-CES . —
CUSTOMER EFFORT SCORE The organization made it easy for me to handle my issue ..~ GONFIGURABLE 3+ T =
WEB-Training-NP$S P
NET PROMOTER SCORE On a scale of 0-10 how likely would it be for you to recomme... ~ “CALABLE 5+ W=
WEB-Training-NPS-Bad OFEN E & + W =
OPEN QUESTION BY BAD EXPERIENCE We are really sorry for your bad experience ... -
WEB-Training-NPS-Good OPEN B S+ 8=
OPEN QUESTION BY GOOD EXPERIENCE We are delighted to hear that. But since w.... ~

Questions | Survey Settings Common Seftings  Language Settings Statistics Quarantines  Customers

Customer Training-WEB&DIGI Survey (} # hannel: WEB ¥ EN

Question ID: 2114

Warning! Please be aware, some users already answered this gquestion. Your changes confuse results of the survey!

General

Title * WEB-Training-NP5-E24

Type * Open o
External id WEBFTraining-BadNPS-Ext.Id
Question text
Text OPEN QUPS
You scored us Wy {{gquestion2110_answer}}, e are really sorry to hear that. Please
tell us what we canTMPTOVE TTExt e 10 meet your expectations. EN
Error text This is important for us!

EN

Question Flow

Action type

Skip this question

Join conditions with

Or ~
Cluestion Condition
WEB-Training-NPS ~ ==

SKIP WEB-Training-NP S-Bad IF WEB-Training-NPS >=9

Value

4 Add condition




WEB Survey creation
Thank you page & Termination message

Questions  Survey Settings Common Settings Language Settings Statistics Quarantines  Customers
Customer Training-WEB: # ® Active SMS (ID:412) IVR DIGI {ID:411) v EN 4 Send invite

sandsiv+ AT

customer intelligence made in switzerland

2/5 Reminder email

3/5 Landing page -

Dear customer thank you so much for your answers!

Your SandSIV Team Survey is expired

The SandSIV Support Center is a service of SandSIV Group. Visit us on:

m in f %

Survey completed (Thank you page)

Dear customer thank you so much for your answers!

<br=

=h=
s g o

Survey terminated (by button or flow condition)

Te rm i nate bUttOn | Unfortunately you decided to end the survey.

Maybe next time.

Clicked the survey link of a completed/terminated survey

sandsiv+

customer intelligence made in switzerdand

Unfortunately you decided to end the survey. Maybe next time Clicked unsubscribe Link

The SandSIV Support Center is a service of SandSIV Group. Visit us on:

:'“in f v




WEB Survey creation
Smart phone look & feel

.. . Introduction text Questions | Survey Settings | Common Settings ~ Language Settings Statistics Quarantines  Customers
Survey invitation text CES — |
CSAT score
Customer Training-WEB! ra ® Active -~ SMS (ID:412) IVR DIGI (ID:411)
W= m B 4. 87%W10:16 W= m B 4. 87%M10:16 W= m B 4. 87%m10:17
1/3 Invitation email
7¢ @ aining-survey.sandsiv.com O ° 7¢ @ aining-survey.sandsiv.com O 9 7¢ @ aining-survey.sandsiv.com O °

2/3 Reminder email —

3/3 Templates options —

1 Training Survey Training Survey Training Survey Web Template
i SandSIV text alignment ~
ie i i SURVEY INVITATION TEXT INTRODUCTION CUSTOMER EFFORT SCORE The organization
E t "'I 87% i 10:15 You are receiving this survey invitation Dear customer thanks again for taking your made it easy for me to handle my Allow Mobile Template
because you recently get in touch with our time to answer to the following questions. issue/request/problem?
company. ves ~
4 /\ Vv CUSTOMER SATISFACTION How would you Normal [V
rate your overall experience with SandSIV? Mobile Template - Color scheme
R X blue
SandSIV wants your opinion Very unsatisfied
1 2 9 1 4 Mobile Template - Buttons on top
8 January 201 0:1 - .
DONE Show back button
SandSIV Survey DETAILS Neutral

Yes

o Satisfied O D|fﬁCUIt Show terminate button
Dear Customer, @ very satistiod ©  Normal
Nig)
(O Easy
many thanks for taking the time to < > @ 0op < > @ o cancer IR
Back orward Home Bookmarks  Tabs Back orward Home Bookmarks  Tabs O Very Easy -

answer to the following survey.

Questions Survey Settings Common Settings Language Settings Statistics Quarantines Customers

Open question with flow

NPS Thank you page
. (NPS < 9) Customer Training-WEB! &  ® Active | ~ SMS (ID:412) VR DIGI (ID:411) v EN -
Link to survey
1/5 Invitation email —
=R ] B 4.l 87% W 10:17 Wam B 4.l 87% M 10:18 L=m B 4 .al87%W10:18
m o . Q o 2/5 Reminder email —
7¢ @ aining-survey.sandsiv.com (O  f 77 @ aining-survey.sandsiv.com (O ! 77 @ aining-survey.sandsiv.com (O ! )
3/5 Landing page -~
Your SandSIV Team Training Survey 4/5 Survey template —
5/5 Mobile template —
Training Survey Training Survey Dear customer many thanks you for your
answers! Label Next Button
NET PROMOTER SCORE On a scale of 0-10 OPEN QUESTION BY BAD EXPERIENCE We next
how likely would it be for you to recommend are really sorry for your bad experience with e lre s R
SandSIV to a friend or colleague? us. Please tell us what we can improve next Title
time to meet your expectations. l ‘ ..z Training Survey 2.
0
Please improve your offer for old customer Generic error message
1 An error occurred
P
2
102030415067 048191)0
. qwe T r ty uiop
O 4
9 .
alsjdifliglhlilk]!
- .
[
[
< > @ op #O © a English (UK) » L < > @ op
Back orward Home Bookmarks  Tabs Back orward Home Bookmarks  Tabs




WEB Survey creation

Send, test, check & follow survey's activities

1. Add your name in the whitelist

Questions ~ Survey Settings | Common Settings | Language Settings Statistics Quarantines ~ Customers

Customer Training-WEB&DIGI Survey (\ ¢

1/4 Alert email —

2/4 Whitelist ~

Addresses whitelisted

[me ]

Added values

dwe@sandsiv.com X

jhe@sandsiv.com X eku@sandsiv.com X sluzhman@ukr.net X
andrey.sluzhenko@sandsiv.com ® rostislav. pas@sandsiv.com ® artem.ivanov@sandsiv.com ®
volkan.uzakgoeren@sandsiv.com X [Volkan. uzakgoeren@gmail.com X

Email Address for Bounce Emails

3/4 Common options ~

4/4 VoC ACT ~

< Send invite

sluzhman@gmail.com x

kirill.buharovi@sandsiv.com ®

2. Go to “Customers” and select “Send Invitation”

Questions ~ Survey Settings Common Settings  Language Settings Statistics Quarantines | Customers

DIGI (ID:411)

+ WEB (ID:410) SMS (ID:412) IVR

Customer Training-WEB¢ & ® Active | ~

Statistics Results

Select State: All ~

«d Send invite

3. Insert Email address and “Send invitation”

Send invitation X

Channel WEB ~
Language

EN ~

Address volkan.uzakgoeren@sandsiv.com

X Cancel

v Send invitation

5. Or check your survey’s overall “Statistic”

4. Follow customers survey activities

Questions  Survey Settings  Common Settings  Language Settings Statistics Quarantines | Customers

4 Send invite

Customer Training-WEB: #  ® Acive | — SMS (ID:412) IVR DIGI (ID:411)

Statistics Results

Select State: All ~
Select items to remove
% Address State + Created Start date = End date ¥
O 25771 volkan.uzakgoeren@sandsiv.c... invited 04-07-2020 04.00 = W

Questions  Survey Seftings Commeon Settings  Language Settings Statistics Quarantines  Customers
Customer Training-WEB! & ® Active | ~ SMS (ID:412) IVR DIGI (ID:411) 4 Send invite
Filters Statistic results
Filtered by
i [+]
Creation Date ~ 1 0 100% 0 1
Imported Invited Opened @ Started Completed

Date range

Today ~
Start date End date

0 0

Terminated Partial

04-07-2020 04-07-2020

Apply

Info Section ~

0

Expired

100%

Response rate

100%

Response rate with
partial

Questions  Survey Settings Common Settings  Language Settings Statistics Quarantines | Customers

< Send invite

Customer Training-WEB:( #  ® Actve | ~ SMS (ID:412) VR DIGI (ID:411)

Statistics Results

Select State: All ~
Select items to remove
O s Address State ¢ Created & Start date & End date
O 25771 volkan.uzakgoeren@sandsiv.c... started 04-07-2020 04:00 04-07-2020 04:02 = W
Questions  Survey Seftings  Common Settings  Language Settings Statistics Quarantines | Customers ‘
Customer Training-WEB:! ra ® Active | -~ SMS (ID:412) IVR DIGI (ID:411) < Send invite

Statistics Results

Select State: All ~

Select items to remove
O s Address State Created % Start date + End date

O 25771 volkan uzakgoeren@sandsiv.c. . completed 04-07-2020 04:00 04-07-2020 04:02 04-07-2020 04:05 = 0




WEB Survey creation
INvite a list of person WIth “ImMpPort TIHE™ . s

1. Create yourmporTTiTe (event log) 5. Complete the needed fields and select “Save Import” L. Follow customers survey activities
SU RVEY_ID CUSTOMER_ID ADDRESS LANG UAGE Impoﬂ ques*tinnnaires fDr the SUWE']IF x Questions Smuage Settings Statistics Quarantines | Customers
410 VU VO|kan.uzakgoeren@sandSiV.Com EN Customer Training-WEB: #  ® Actve | — shs (D:412) R DIGI (D:411)
410 FP francois.protopapa@sandsiv.com EN O Info oot Reui
410 FC federi CO.Cesconi @SandSiV.Com EN Choose a file to import (txt or csv). Please consider export or backup your data first e (o -
410 AK assia.kassabova@sandsiv.com EN Survey | 307-Customer Training-WEB Suney (Volkan) e
[T Address State ¥ Created = Start date & End date ¥
Z. Save it aS I{CSV” file (UTF-8 Format) ChannEI WEB O 25771 assia. kassabova@sandsiv.com invited 04-07-2020 05:19 = W
Upl{:-ad ﬁIE* L O 25770 federico.cesconi@sandsiv.com started 04-07-2020 05:19 04-07-2020 05:22 = W
i a [ 25768 francois.protopapa@sandsiv.com  invited 04-07-2020 05:1% = W
3. Open the Created ||St W|th Notepad and Check the dehm'ter type O 25787 volkan uzakgoeren@sandsive. . invited 04-07-2020 05:19 = &
; WEB Survey adresses import file - CSV.csv
| WEB Survey adresses import file - CSV - Blocco note
& Advanced import settings I I
File Modifica Formate Visualzza 7 sotmtor [ oomicaon e + Customer :
. . By default Customers list shows the list of customers who were ever
USTOMER 1ID;ADDRESS; LANGUAGE * : : _

— . Customer Id column* | CUSTOMER_ID imported to VoC Feedback via an .......cccceevuenee. file. Please note that
1;volkan.uzakgoeren@sandsiv.com;EN Address column*  ADDRESS once an import is made the record of the Customer is
Z;francols.protopapa@sandsiv. com; EN e Uneice L stored even after you delete the related

] . . . _ Questionnaire created as a result of the import.
3;federico.cesconijgsandsiv. com;EN Survey cotumn
4d,assia.kassabova@sandsiv.com; EN I HGERHIOF
rad - https://support.sandsiv.com/hc/en-us/articles/115002182589-
uestionnaire Hasl
Customers
4. Go to “VOC Feedback-Import” and select “+ Add Import”

= mper st Ao ]| 6. Check the completeness your import file upload
i= Import History + Add Import K \
WEB to DIGI
Original Info Error
ImportiD$ Created % Survey ID % Survey Name § Channel ¢ State 3 i Completed % i ) o . . .
Fle Log File ~ Log Fil mportiD ¢ Craotod ¢ sveyDs  suveyNames  Cramels swes O Compeggs Mo Emer https://support.sandsiv.com/hc/en-us/articles/360013890460-Inviting-
541 27-05-2020 07:09 536 Test support sandsiv 2... m completed (4 27-05-2020 07:09 o 491 04-07-2020 05:19 410 Customer Training-W... =3 completed a 04-07-2020 05:19 a customers-to-a-DIG I_Cha n nel-SU rveV'Vla-SMS-Or-WE B /



https://support.sandsiv.com/hc/en-us/articles/201177852-Import-Add-Import-and-Import-History
https://support.sandsiv.com/hc/en-us/articles/115002182589-Customers
https://support.sandsiv.com/hc/en-us/articles/360013890460-Inviting-customers-to-a-DIGI-channel-survey-via-SMS-or-WEB

WEB Survey creation
Survey questionnaire status @ VOCHUB

{ Terminated J

=O o
- { Created H Invited j @ { Started j { Completed J @
Import File
| N N

{ Expired } { Partial J

At least 1 Q answered




WEB Survey creation
Quarantine rules

Quarantine overview
(https://support.sandsiv.com/hc/en-us/articles/202302881-Surveys-Quarantine)

CAUTION
QUARANTINE

AREA Quarantine is a way to prevent the same customer to be invited into

This approach revolves around the concept that if the customer was invited once they shouldn't receive other invites
shortly after that. This allows to prevent an impression of spamming if your company's CRM business logic puts the same
customer into multiple imports.

QUAraNtine Status IS CNECKEMA At T MOMIEBNT ...coeeeee ettt ettt et eeeeeaesseesensaeeseaeannsensesassnsesnnsesessnsssnnsssseeasensessnesnesennesnnens

VoC Feedback is aware of the Questionnaires that already exist in surveys and can check if the customer was already

invited to any of those surveys.

The survey which the customer is being imported into at the moment is called affected survey. The other surveys to which
the customer could have been already invited are called "blocking" surveys. In other words, "blocking" surveys don't allow

the customer to be invited into affected survey if they have a questionnaire for the customer within them already.


https://support.sandsiv.com/hc/en-us/articles/202302881-Surveys-Quarantine

WEB Survey creation
Create your case alert

1. Go to “Global settings” and select “Case Alerts Settings” 4. Send and execute the survey 5. Check now your mail box
Advanced Settings Common Settings Language Setfings Case Alerts Settings Quarantines Setfings Layouts . DetraCtOF/Churn riSk fO"OW up alert: CUStomer Training‘WEB Survey (VOIkan) Inbox X
Case Alerts i Gase Aler San d S IV+ SandSIV Survey <noreply@sandsiv.com>
customer intelligence made in switzerand tome ~

Name Actions | Answers:{questionsi{Address} |

123123 e + 0

vko o + N

Test Vuk Case Aleri2 s + 0 C Al t '

NET PROMOTER SCORE a S e e r :
y . On a scale of 0-10 how likely would it be for you to recommend SandSIV
2. Insert “Emails” boxes to alert to a friend or colleague?
Customer ID: LRjmwZY85WwLhd2
Save Case Alert *® D 1 2 3 4 5 6 8 g 10 Address: volkan uzakgoeren@sandsiv.com
O00®@O0O00000O0 Questionnaire ID: 24963
Name

Questions (by title):
Survey invitation text: None
Vaolkan-Training-WEB-Introduction: None

Customer-Training-WWEB(Wolkan)

Emails m
— WEB-Traning-CSAT: 3
Terminate button WEB-Training-CES: 3
volkan uzakgoeren@sandsiv.com| 4 WEB-Training-NPS: 1
WEB-Training-NPS<9: No comments...

. The SandSIV Support Center is a service of SandSIV Group. Visit us on:
3. Add (+) your case alert according your needs

Answer score, metadata, classifier
( ) a in f L

Case alert condition based on answer

Case Alert Type
Answer

Question External ID *
WEE-Training-HPS

Alert condition *

Answer Value =

B

Join Condition *

OR



WEB Survey creation

Download survey’s result & check return file con

rent

1. Go to “VOC Feedback” and choice “Export”
2. Select the Survey result you want download

)

5. Survey’s return data are now ready in the “Export queue’

Export Results | Export Queue  ExportersList  Export Schedule
Export Results B Summary statistics & Export
Filtered by: ~ Creation Date | ~ Start: | 03-07-2020 End: = 04-07-2020 Channel: | WEB -~

Select items for export

. . . . . . Response Response rate
ID$ Survey Imported Invited Started Completed  Terminated Partial Expired rate with partial
O 40 Customer Trai... 5 0 0 5 0 0 0 100% 100%

A Selected surveys were successfully added to queue

6. Download the file within “Export Queue”

Export Results Export Queue Exporters List Export Schedule
Export Results B Summary statistics & Export
Filtered by:  Creation Date ~ Start: | 03-07-2020 End: | 04-07-2020 Channel: = WEB ~~
Selzct items for export
D% Survey % Imported Invited Started Completed Terminated Partial Expired Response Res.ponse r ate
rate with partial

0O 410 Customer Trai._. & 0 0 5 0 0 0 100% 100%

& 534 Tutorial WEBI... 0 0 0 0 0 0 0 0% 0%

O 53 Test 0 0 0 0 0 0 0 0% 0%

O 530 Caze Alert Test 0 0 0 0 0 0 0 0% 0%

0O 526 vko survay 0 0 0 0 0 0 0 0% 0%

0O 524 Tutorial WEBI... 0 0 0 0 0 0 0 0% 0%

& 522 Tutorial WEB _.. 0 0 0 0 0 0 0 0% 0%

8 520 Tutorial WEB ... 0 0 0 0 0 0 0 0% 0%

8 517 Tutorial WEB ... 0 0 0 0 0 0% 0%

® 515 Tutorial WEB _.. 0 0 0 0 0 0% 0%

10 - n 2 3 4|5 6 7 8 9 10 e 1-100f 335

3. Push on

& Export

4. Choose your adequate “Exporter”

Add Exporters *

Exporter Default Exporter X

X Cancel

Export Results Export Queue Exporters List Export Schedule

Export Gueue + Add to Queue
Date Added Start = End # Survey Title Channel # Exporter = State ¥ File
04-07-2020 0513 03-07-2020 00:00 05-07-2020 00-00 Customer Trai... m Default Exporter completed [+ Y
04-07-2020 0512 03-07-2020 00:00 05-07-2020 00-00 Test support sa... m Default Exporter completed [+ Y
04-07-2020 05:11 03-07-2020 00:00 05-07-2020 00-00 Test support sa... m Default Exporter completed [+ Y
04-07-2020 05:11 03-07-2020 00:00 05-07-2020 00:00 Test support sa... m Default Exporter completed [+ Y
03-07-2020 20:32 26-08-2020 00:00 02-07-2020 23:59 QA_-_test_reg.. m Default Exporter completed o
03-07-2020 20:31 02-07-2020 00:00 02-07-2020 23:59 Q& - test_reg... m Default Exporter completed [+ Y
03-07-2020 20:30 02-07-2020 20:00 03-07-2020 19:59 QA_-_test_reg.. m Default Exporter completed o
03-07-2020 20:29 03-07-2020 12:00 03-07-2020 19:59 Qs - test_reg... m Default Exporter completed [+
03-07-2020 20:25 22-06-2020 00:00 25-08-2020 23:59 QA_-_test_reg.. m Default Exporter completed [+ %
03-07-202017:51 03-07-2020 16:00 03-07-2020 16:59 kbu_demao m Kirill_Test_Exporter_C... completed [+
10 - n 2134 5 6 7T 869|100 =» e 1-10 of 9409

7. Open the file and check the content for correctness
Survey Id Questionnaire Id Creation Start Time End Time State Customer EXTERNAL_ID Address Language

410 24947 20.01.201915:17 = 20.01.201915:17 = 20.01.201915:18 Completed +0.68728000 1547993840 EN

410 24948 20.01.201915:19  20.01.201915:20  20.01.201915:20 Completed LRjmwZY85WwLhd2 volkan.uzakgoeren@sandsiv.com EN

410 24950 20.01.201915:57 = 20.01.201915:57  20.01.201915:58 = Completed LRjmwZY85WwLhd2 volkan.uzakgoeren@sandsiv.com EN

410 24952 21.01.201908:49 ~ 21.01.201908:49  21.01.201908:50 Completed LRjmwZY85WwLhd2 volkan.uzakgoeren@sandsiv.com EN

410 24953 21.01.201909:02  21.01.201909:02  21.01.201909:03 ' Completed LRjmwZY85WwLhd2 volkan.uzakgoeren@sandsiv.com EN

Survey invitation text

Volkan-Training-WEB-Introduction

WEB-Traning-CSAT
5

L

WEB-Training-CES
4

(S, N N RNT, |

WEB-Training-NPS
5
10
0
4
5

WEB-Training-NPS<9
You should imrpove the know hoe yours employees...

WEB-Training-NPS>9

I like your new phone 214!

Keep going improving
Speriamo
This s the alert test for Volkan. Let's try it!




WEB Survey creation

Return file

Survey Id
410
410
410
410
410

Questionnaire Id

24947
24948
24950
24952
24953

Creation
20.01.2019 15:17
20.01.2019 15:19
20.01.2019 15:57
21.01.2019 08:49
21.01.2019 09:02

Title of the question defined in the survey

Survey invitation text

Volkan-Training-WEB-Introduction

Start Time End Time State
20.01.201915:17  20.01.201915:18 Completed
20.01.201915:20  20.01.201915:20 Completed
20.01.2019 15:57  20.01.2019 15:58 Completed
21.01.201908:49  21.01.201908:50 Completed
21.01.201909:02  21.01.201909:03 Completed

WEB-Traning-CSAT WEB-Training-CES
5 4
2 5
2 1
2 2
4 5

Customer EXTERNAL_ID Address
+0.68728000 1547993840
LRjmwZY85WwLhd2 volkan.uzakgoeren@sandsiv.com
LRjmwZY85WwLhd?2 volkan.uzakgoeren@sandsiv.com
LRjmwZY85WwLhd2 volkan.uzakgoeren@sandsiv.com
LRjmwZY85WwLhd2 volkan.uzakgoeren@sandsiv.com

WEB-Training-NPS

5
10
0
4
5

WEB-Training-NPS<9
You should imrpove the know hoe yours employees...

Language
EN
EN
EN
EN
EN

WEB-Training-NPS>9

| like your new phone 714!

Keep going improving
Speriamo
This is the alert test for Volkan. Let's try it!



C

customer intelligence




