
Would you like to fine-tune your service 
efforts? There is nothing quite like real-time 
feedback from your customers. Set up web 
surveys to find out what your customers 
think of you.

eGain Survey helps contact centers, 
ecommerce sites, and customer portals 
connect with their customers in a vital and 
immediate way by eliciting feedback at 
various points of contact. Part of the 
eGain Service™ suite of customer 
service software, eGain Survey is a 
simple tool for gauging customer 
satisfaction. It will enable you to 
measure and improve the quality of 
service across all your interaction 
channels, thereby maximizing 
customer retention.

How it works

Designed to help innovative, 
customer-centric organizations adapt 
to customer needs and preferences, 
eGain Survey includes the following 
web-based survey components. 

Survey Initiation Workflow to select 
customers for the survey. You can tailor 
the workflow to fit any criterion. It can 
initiate surveys randomly, or based on 
customer value, interaction type, and 
demographics. 

Feedback Form that is presented to 
the selected customers to collect their 
responses. Created with industry-standard 
JSP technology, the form can be easily 

customized to match the rest of your 
website.

Feedback Manager Workflow to process 
the form. It manages and tracks all 
submissions, updating customer records 
and generating alarms and notifications 
for further action. This workflow can be 
set up to route the response according 
to customer value, notify agents and 

supervisors, and generate customer 
satisfaction scores for individual agents. 
Managers can act quickly on customer 
concerns and maintain high standards of 
customer care.

eGain Survey improves customer retention 
by helping you gauge customer satisfaction in 
real time. Most of all, it gives you the ability 
to effectively interact with and listen to your 
most valuable customers.
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Fine-tune your service efforts with real-time feedback from your customers
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Benefits
Connect with your most valuable 

customers

Finetune service operations

Improve service quality

Increase customer satisfaction

Maximize customer retention

World Headquarters
345 East Middlefield Road, Mountain View, CA 94043, USA

Tel: 650-230-7500, ext 9  Tel (toll free): 1-888-60-eGain, ext 9 

Fax: 650-230-7600

Email: info@egain.com  Web: www.egain.com 

© 2010 eGain Communications Corp. All rights reserved.

eGain, the eGain logo, and eGain products, services and slogans 

are trademarks, service marks, or registered trademarks of eGain 

Communications Corporation. All other trademarks or registered 

trademarks are property of their respective owners.CUSTOMER SERVICE AND CONTACT CENTER SOFTWARE

Sample feedback form and workfl ows


