CSAT Configuration

Record your customer’s response and take necessary actions for each

interaction.

Getting Started

e Login to Wolken Care, as Admin.

e Click the Hamburgericon=, Select CSAT configuration menu.
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e Click Create New CSAT button, to configure the CSAT to be sent.
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Fig-02
e Enter CSAT name, Select the Ticket type from the list box.
e Give a brief description of the configuration.
e Click Add Questions from Library to select from the predefined

question library.
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Add from Library

Please rate your experience with us.

o1 02 O3 04 OS5

How quickly was your case resolved?

O withinlday O Within 2days O within 3 days
O Wwithin 7 days O Within 15 days

How Satisfied are you with the overall case resoution?

QO Very Dissatisfied O Dissatisfied O Neutral O Satisfied
QO Very Satisfied

Was the form easy to fill?

M Vans Nicentiefiad M Nicentiefiad M Nentral M Satiefied

o |

Fig-03

Select the set of questions to be added. Click Add button.

Click Add New question button, to frame your own questions.

Click Add button.

Enter your question Select the question type
to be added framed from the list box

Add new|Question

Question name * Question Type *
Rate our delivery RADIO
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Fig-04
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e Click Next button.
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# Home > CSAT Configuratiol

Create CSAT
Condition

REQUESTOR -
testingq66@gmail.com -

Trigger Time

O immediately (@ after ! Hour: 12 Minute

Condition
Which condition would you like to apply the rule to?
@ anyof thematch (O) Al the below

1 STATUS ~ Equal * Closed +

@ Any of the match O All the below

1 SUB STATUS Equal ¥ Closed +

Fig-05

e Select the Conditions to be applied . To whom the mail is sent to,
and From whom the mail is sent.

e Trigger Time is to customize when the mail is to be sent.

v Immediately — Send the mail as soon as the conditions are satisfied.

v After — Send the mail after the mentioned time.

e Select the conditions to be met, for the CSAT mail to be sent.

o For example: If the condition is, When the Case Status/Substatus is
Closed and if the trigger condition is Immediate, post the case is
closed a CSAT mail is triggered to the Requestor for feedback.

e Click Next.
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Create CSAT
RCA Rule

Trigger RCA

(@) Average of Allresponses (O single Survey response

® Allofthe below () Any of the below

1 If Rateour delivery - 1 - 3 % e o

CSAT Expiry Time

1 30|

Fig-06
» Select the RCA ( Root cause analysis ) rule to be applied .
e Consider the average of ratings given based on every question.
e Select the question and the average rating , to take necessary
actions if it doesn’'t meet the company standards.
e Setthe CSAT expiry time, the time after which the customer would
not be able to give the feedback.

e Click submit, to save the configuration.
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