How to manage multiple Post Call Surveys

Multiple Surveys

Overview

User can use different surveys for different DNIS and set role for the Post Call Survey reports

User guide for a new survey

User follows the steps:

+ At Configuration/Postcall Survey/Survey Number menu on Web App, create a new Survey Number and Survey VDN

PRIMAS

NAVIGATION

Survey

& Configuration

Survey Name Survey VDN

Number
@ @
1 Survey Auto 20400
2 PKI Survey1 21777
401 Survey 1 20401
402 Survey 2 20402

select file (xls)

Survey Number Detail:

Survey Number

DNIS Using

20081, 20209

20082

@

TextBot ID

survey

survey_1

Date
Updated

05/10/2023
15:31:17

04/26/2023
17:55:36

051012023
17:43:59

051012023
17:44:08
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® Survey Number: is the identity of the survey, the Survey Number could be the same as Survey VDN for easy use. If the user wants to

stop the survey for the DNIS then set Survey Number is O
® Survey Name
® Survey VDN: the caller will be transferred to the survey app by Survey VDN
® TextBotlD: is used for surveys by Text Message, Primas will fill it.

+ Route the Survey VDN to the Survey Application(AFS20)

+ Set DID and Survey Number for DNIS



PRIMAS (205

DNIS
NAVIGATION
DNIS Name Toll Free DID Su umber Role Rl
rveyN Updated
@ @ @ .y @
20075 20075 NameT75 0 051172023 =
13:21:38 o
20080 20080 1 Agents  05/11/2023 =
13:55:11 o
20081 DNIS survey 1 2065207730 401 051172023 =
13:24:15 o
20082 DNIS survey2 2065621001 402 05/11/2023 =
13:31:256 o
20209 20209 name 401 051172023 =
13:22:25 i}
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® DID: is used as Caller ID number when the system makes callback for survey or survey by SMS. If it is not set, the Contact Center Default Number
(2065205000) will be used
® Survey Number: is used in case of callback, after the customer answers the post-call survey, the system will transfer the call to Survey VDN of
Survey Number and the customer will hit the Survey App
+ Provide new Survey questions and Text Message info for survey by Text Message

+ To stop all Post Call Survey processes, select "0 - None" for Post Call Survey Features

PRIMAS

NAVIGATION

PCS Configuration

Survey configuration

Post Call Survey Features 0 - None v
O —
1 - Report only
survey After Call Ended 2 - Do Post Call survey i
and Report
vy
Minimum Call Duration For Survey 5 : *
second(s)

Post Chat Survey I:‘

Post Email Survey I:‘

Save Configuration

Primas steps:

+ Build a new Survey application based on Survey questions: include survey by phone call and SMS



+ Build a new PCS report: display raw data or other formats that user approved

+ Add a new report item at Configuration/General/Report Management and User can change the role there

Report ID

Report Type Post Call Survey

Report Name Report 20402

Title PCS Report 20402

File Path /PCSurvey/PCSReportList02_Survey20402 *

@ conee

+ Check the new report at Report/Post Call Survey
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Survey Report

Report Type PCS Report 20402 @ v

- Select report -- 2

From Date 5/4/2023 PCS Report 20401 5/12/2023

Survey Detailed Report

Agent No Filter PCS Report 20402 No Filter v
skillset No Filter v Exclude Selected skillsets () True (@) False
Score lessthan or equals [ 7] ToTime =59 \

FromTime ‘omm |

14 <oon of1 > >l O ©® Page Width v/ B. & Find | Next

Report 20402
Call Detail by Agent from 05/04/2023 to 05/12/2023

Question 1 Was your call answered in 2 rezsonable period of ime? Prass 1 for yes, prass 2 for no.
Question 2 Did it tzke mare than one call to resolve your concern? Prass 1 for yes, press 2 for no.

Question 3 Do you fesl confident that your concern was resalved today? Press 1 for yes, press 2 for no.

Question 4 Was aur phone representative polite and professional on the call today? Press 1 for yes, press 2 for no.

Question 5 Dig i G i y? Prass 1 for yes, press 2 for no.

Call

te Call ID DNIS | CallerID | 20 | AgentID Agent Name QL Q2 | Q3 Q4 Qs

1 5/10/2023 | 09999124961683717615 20082 1657300664  18:21:49 50017 Super Girll
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