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SURVEY REPORTS

Survey Reports Overview

Survey Reports allow Agent Managers and Campaign Managers to view survey results,
including overall completion rates of survey types, to enable specific analysis of selected
answers.

Survey Reports can be an asset to both Agent Managers and Campaign Managers.

There are three main survey types that Survey Reports provide data for: Pre-Chat, Post-Chat,
and offline survey. Analysis can be performed for survey completion rate, this provides insight
which helps when optimizing survey forms. Additionally, survey result analysis allows you to
view a detailed breakdown of the survey answers, per question.

Note: Agent Survey data is not currently available within Survey Reports.

Getting to the Survey Reports

Click on the Visitors tab, on the top right hand corner of the screen.
Click on the Bl icon, which looks like a data sheet, on the top left hand corner of the
screen.

Click on the Survey Activity tab.

Filtering capabilities
This dashboard can be filtered by:

Survey - type and name
Group

Skill

Agent

Time frame

E 912 Nov 2015 » 18 Nov 2015

The dashboard can be viewed on different levels:
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Summary of completion rate by survey for each survey type

For example, you can view the completion rate of each Post-Chat Survey.

. 0%
LiveEngage | o oy rorus COMPLETION RATE

Survey Activity
D #01Nov2015  » 17 Nov 2015 Doty ||| Weskly
Post-chat Survey

Support - Post-Chat - completion rate

5%

Drill down to each survey

You can select a specific survey - it is possible to see an analysis of each question within the
selected survey.

Support - Post-Chat - questions
AL
Overall, how satisfied were you with the service you received on your mast recent contact with LivePerson Support?
Was your issue/inquiry resolved in this chat session?
How likely are you to recommend LivePerson to your friends or colleagues?
Please provide us with any feedback and/or suggestions for how we can serve you better:
Would you Hike us to email you a transcript of this chat?

Survey results

Overall, how satisfied were you with the service you received on your most recent contact with LivePerson Support?
(197/197 viewed)

Question completion rate

100%

9 N

Was your issue/inquiry resolved in this chat session? (197/197 viewed)

Question completion rate

100%

%Nov O7Nov 08Nov 09Nov 10Nov 11Nov 12Nov 13N

How likely are you to recommend LivePerson to your friends or colleagues? (160/197 viewed)

Question completion rate

100%
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Drill down to survey answers - CSAT questions

Select a specific survey question - it is possible to perform an analysis of each answer.
Y Post-cha Ve SOOI = Poci-L N2

Support - Post-Chat - completion rate

Support - Post-Chat - questions

Overall, how satisfied were you with the service you received on your most recent contact with LivePerson Support?
Was your issue/inquiry resolved in this chat session?

How likely are you to recommend LivePerson to your friends or colleagues?

Please provide us with any feedback and/or suggestions for how we can serve you better:

Would you like us to email you a transcript of this chat?

If yes, please provide your email:

Survey results

Overall, how satisfied were you with the service you received on your most recent contact with LivePerson Support?
(197/197 viewed)

Distribution: CSAT score

Answer distribution Distribution per answer: Very Satisfied
® Answered

Very Satisfied (T
Satisfied (T

Neither Safisfied ... Il

Dissatisfied i

Very Dissafisfied  l1lllll

For question types that are marked as ‘CSAT’ (in post-chat surveys), the following breakdown
exists:

¢ Score distribution by month: Displays the average CSAT calculated for this particular
survey over time, showing daily trend.

¢ Answer distribution: Displays the distribution of answers per multiple choice question.

¢ Distribution per answer: Clicking on an answer in the ‘answer distribution’ widget will
update this graph to display the completion rate of this question with an overlay of that
particular answer rate.
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Drill down to survey answers: Multiple Choice Questions

Survey Activity

D # 01 Nov2015  » 17 Nov 2015 Doty ||| Weskdy
Post-chat Survey Support - Post-Chat

Support - Post-Chat - completion rate

5%

Support - Post-Chat - questions
All
Overall, how satisfied were you with the service you received on your most recent contact with LivePerson Support?
Was your issue/inquiry resolved in this chat session?
How likely are you to recommend LivePerson to your friends or colleagues?
Please provide us with any feedback and/or suggestions for how we can serve you better:
Would you like us to email you a transcript of this chat?

Survey results
How likely are you to recommend LivePerson to your friends or colleagues? (160/197 viewed)

Answer distribution Distribution per answer: 10 - Extremely ...
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Select a specific survey question - it is possible to perform an analysis of each multiple choice
question’s answer.

¢ Answer distribution: Displays the distribution of answers per multiple choice question.

¢ Distribution per answer: Clicking on an answer in the ‘answer distribution’ widget will
update this graph to display the completion rate of this question with an overlay of that
particular answer rate.

PERSON




SURVEY REPORTS

Drill down to survey answers - Free text questions

See an example of a free text question. For this type of question, the completion rate of the
question will be displayed. If you would like to see the free text response itself, that is available

in the Engagement History area.

30%

1
LiveEngage | g ovey rorms COMPLETION RATE

Survey Activity

™ 01 Nov 2015 » 17 Nov 2015 Daily Weekly

Post-chat Survey Support - Post-Chat

Support - Post-Chat - completion rate

Support - Post-Chat - questions

All
Overall, how satisfied were you with the service you received on your most recent contact with LivePerson Support?

Was your issue/inquiry resolved in this chat session?
How likely are you to recommend LivePerson to your friends or colleagues?

Please provide us with any feedback and/or suggestions for how we can serve you better:
Would you like us to email you a transcript of this chat?

Survey results
Please provide us with any feedback and/or suggestions for how we can serve you better: (42/197 viewed)

Question completion rate
100%
80%

60%

Note: The results displayed are for multiple choice answers, not free text. Free text responses can
be viewed in the Engagement History area.
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Grid View

All the above analysis and additional statistics exist in grid view form as well as in our other
dashboards. You can access the Grid View by clicking on the grid icon on the top right hand corner
of the screen. Please note, the grid may not be able to display data when trying to run the report
for long time periods. Try choosing a shorter time-frame (one or two days) or use 'Survey Activity
Dashboard' in the Report Builder. See more details on the Report Builder predefined

dashboards here or the Report Builder Overview document.

Survey Activity
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Survey results

Overall how satisfied were you with the service you received on your most recent
contact with 47th Stroat photos?PMease seloct your cholon from the given list for our
analysis (5/5 viewed)

Are you able to find desired product? (5/5 viewed)

This document, materials or presentation, whether offered online or presented in hard copy ("LivePerson Informational Tools") is for informational purposes only.
LIVEPERSON, INC. PROVIDES THESE LIVEPERSON INFORMATIONAL TOOLS "AS IS" WITHOUT WARRANTY OF ANY KIND, EITHER EXPRESS OR IMPLIED,
INCLUDING, BUT NOT LIMITED TO THE IMPLIED WARRANTIES OF MERCHANTABILITY OR FITNESS FOR A PARTICULAR PURPOSE.

The LivePerson Informational Tools contain LivePerson proprietary and confidential materials. No part of the LivePerson Informational Tools may be modified,

altered, reproduced, stored in or introduced into a retrieval system, or transmitted in any form or by any means (electronic, mechanical, photocopying, recording, or
otherwise), without the prior written permission of LivePerson, Inc.. except as otherwise permitted by law. Prior to publication, reasonable effort was made to validate
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this information. The LivePerson Information Tools may include technical inaccuracies or typographical errors. Actual savings or results achieved may be different from
those outlined in the LivePerson Informational Tools. The recipient shall not alter or remove any part of this statement.

Trademarks or service marks of LivePerson may not be used in any manner without LivePerson's express written consent. All other company and product names
mentioned are used only for identification purposes and may be trademarks or registered trademarks of their respective companies.

LivePerson shall not be liable for any direct, indirect, incidental, special, consequential or exemplary damages, including but not limited to, damages for loss of profits,
gooduwill, use, data or other intangible losses resulting from the use or the inability to use the LivePerson Information Tools, including any information contained herein.

© 2015 LivePerson, Inc. All rights reserved.




