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FEEDBACK SURVEYS

CALL US ON 0333 566 0000

FEEL THE POWER OF THE
CUSTOMER VOICE.
Build an accurate picture of customer experiences when talking to Agents,
their experience of a product or service, as well as Agent performance
helping you to identify any training needs. FeedBack is fully automated, fully
customisable with results instantly available for you to view via a secure web
portal.
FeedBack provides real-time information and is a highly useful evaluation
tool for contact centre accountability and performance. Performance can be
quantifiably measured and problem areas identified, where changes need to
be made to improve customer satisfaction.
Full analytics available via a secure web portal.Available in the cloud, or onpremise. Full customisation service available. We integrate our solution with
your back-end systems, databases and CRM.
In this guide we'll talk you through Feedback Surveys and why it really
is a great tool for any business.
VISIT US AT: www.maxnet.co.uk

FEEDBACK SURVEYS

CALL US ON 0333 566 0000

Today's customer want personalised services and experiences.
You can give them just that by connecting and surveying using their
preferred channel/media of choice.
Whether that's by voice, SMS or via a visually engaging web portal,
accessible directly from their smart phone or tablet.
With our surveys you are in full control. You can create your own
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surveys at any time and make changes, all without system downturn.
Our application comes as standard with more than 100 customisable
survey forms allowing your business to design surveys with different
questions based, for example, on which number the caller dialled on
or which queue the caller has come from, additionally functionality
makes it possible to select how often surveys are offered to callers.
For example every 10th caller, rather than every caller.
Fully customisable you can run multiple surveys, and access realtime analytics via a secure web portal at any time, so your business
can make decisions quicker that are backed by real customer facts,
real-time insights.
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Smart surveying of customers and users immediately after an
interaction or event is the best way to find out how that person
feels about their experience with you - to know what they really
think.
Right there and then, when it's fresh in their minds.
You can also offer callers the opportunity to participate in a postcall survey prior to speaking to an Agent. The survey takes place
after the call has been completed. There is no Agent intervention
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as they are unaware the caller has been offered or has chosen to
participate in the survey. Once the call has finished, the caller
simply stays on the line to participate in the survey.
How callers respond to your questions really is up to you. Callers
can simply speak their responses or use DTMF. Or give them the
opportunity to use a combination of both. The choice is yours.
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Low Score Alerting allows you to take action, immediately or
otherwise, follow up on issues and ultimately resolve
customer problems without them having to contact you.
FeedBack can be fully integrated with all telephony systems,
allowing businesses to seamlessly move callers from live
Agent intervention to self-service, (and vice versa) without
any loss of context.
Acting quickly using low score alerting could help you not
only quickly resolve issues, but retain customers that would
otherwise have just walked away.
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This really is a great feature and one that is built into our
FeedBack application.

We hope this short guide gives you some great tips for
using feedback and surveys into your business.

If you need help - or simply don't know where to begin,
we'd be more than happy to help. Give us a call or drop
Maxine an email.
VISIT US AT: www.maxnet.co.uk
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ABOUT US
CALL US 0333 566 0000 OR EMAIL
MAXINE@MAXNET.CO.UK
We develop automated, self-service solutions. Technology that
makes life easier for your agents and customers. Self-service
applications that enable businesses to reduce customer service
costs through automation, across all channels - voice, chat,
sms.
From IVA, IVR, chatbots and voice assistants to biometrics, our
solutions allow businesses to create customer experiences that
exceed expectations at all levels. Our dedicated in-house
development team are experts in automated, self-learning AI
technologies that help businesses perform better. In the Cloud,
on-premises: any way our clients want it.
We deploy our solutions around the World, with a local
approach, a personal touch. And support our global clients in
exactly the same way, 24 hours a day, 7 days a week.

