Feedback Management

Comprehensive customer satisfaction surveys that
quantify your customer experience and drive action

Gain a comprehensive understanding of the
customer experience to clearly identify strengths and
opportunities with omnichannel customer surveys.

Capture valuable customer data and use it to
improve customer experience, satisfaction, and
retention metrics.

Recognize and reward agents who receive positive
customer feedback.

Increase response rates by providing surveys to
customers in their preferred channel.

Gain a comprehensive understanding of your
customers’ experiences, perceptions, and desires to
clearly identify improvement opportunities.

Deliver surveys to customers via voice, chat, SMS,
or email to ensure the survey is presented on the
channel your customers prefer.

Gather unbiased feedback from your customers,
right after an interaction concludes, while the
experience is top-of-mind.

Retain “whole picture” context with customer
feedback by associating it with the corresponding
agent and interaction.

Expand beyond the call center to fit the full lifecycle
of the customer journey.

Fits the full lifecycle of customer journeys, including
pre-sales interactions in addition to post-sales
service.

Omnichannel data aggregation and analysis
combines feedback from individual channels while

retaining the ability to view each individual channel.

Provides CSAT -oriented post-interaction surveys
and NPS-oriented relationship surveys for a
holistic view.

Workflow driven actions provide insights and alerts
to create the optimal customer experience across
your company.

° Learn more

Talk to a specialist
1-866-965-7227

° Contact us

BENEFITS

e Gather unbiased feedback from customers
on the communication channel of their
choice; chat, email, IVR, SMS/text

* Expand insights beyond the contact
center to improve customer lifetime value
throughout their journey with your business

* Eliminate misinterpretation by funneling
feedback straight from the customer to
the agent

* Proactively identify positive and negative
patterns in agent behaviors

» Achieve greater and faster results through
automatic deployment of best practices
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About NICE

A quick glance at negative and positive feedback across conversation topics makes it
easy to determine focus areas for optimization.

The Net Promoter Score” ranges from 1to 100, with

varying averages across industry.
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