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THE VALUE OF 

CUSTOMER 

SURVEYS  
 
 
 
 
 
 
 
 
 

 
What are the alternatives for surveying customers? 

 

What are the benefits of each alternative? 
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Measuring Success 

Success of service level management can only be measured by reporting on what percentages of cases by 
Severity Level were resolved within the goals of the SLA.  The reason that you want to measure each 
Severity Level is that it is absolutely critical to resolve high severity level cases consistently within the 
SLA.  However, sometimes lower severity level cases can fall outside the goals.  In other words, we would 
like to say that we resolve 100% of all Severity Level 1 cases and 90% of Severity Level 4 cases within the 
times stated in the SLA.  Customers will appreciate the process more when they know that if they are 
really in trouble, there will be resources there to help them. 
 

Checks and Balances 

There is a tendency when first starting service level management to focus in on the response 
performance.  It is easy to make the numbers look good.  All you have to do is close a case within the time 
specified without doing anything.  While this makes the numbers look good, in the end you will have 
customers upset.  Customers do not really care about the numbers. They only want their issues taken 
care of to their satisfaction.   
 
Customer Satisfaction Surveys are one way to provide checks and balances to the empirical numbers of 
SLA compliance reports.  Another way to make sure customers are taken care of is to have a policy for re-
opening a case if the customer calls in to say they are dissatisfied.  You should then have a report that 
shows re-opened cases.  Management should use this for continued training. 
 

Periodic Surveys 

Quarterly or annually a survey should be sent to all customers asking them their general opinions of the 
support they receive.  You cannot ask for specific information when you do periodic surveys because 
customers only remember their last one or two incidents.  Periodic surveys are not a good measurement 
of how your organization did for the year.  Another limitation of periodic surveys is that survey responses 
will not be specific to each Support Group or person assigned the case.  Customers do not really know, or 
care, what group handles their request.  To customers they are just all part of the IT organization.   
 

Incident Surveys 

Incident surveys are surveys sent to the customer after each case is closed.  The advantage to this is that 
you can capture perceptions immediately and you can link the feedback to both the Service Group and to 
the Assignee.  This is extremely valuable information because both rewards and training can be tailor-
made based on the results.  The disadvantage is that customers will get usually one survey a week and 
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they might not respond with as great regularity.  However, the advantages outweigh the disadvantages. 
Incident surveys are preferable to periodic surveys. 
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ABOUT GIVA 

 
Founded in 1999, Giva was among the first to provide 

a suite of help desk and customer service/call center 

applications architected for the cloud.  

 

Now, with hundreds of customer driven releases, the 

Giva Service Management™ Suite delivers an intuitive, 

easy-to-use design that can be deployed in just days and 

requires only one hour of training. Giva's robust, fast 

and painless reporting/analytics/KPIs quickly measure 

team productivity, responsiveness and customer 

satisfaction resulting in faster and higher quality 

decision-making. Customization and configuration are 

all point and click with no programming or consultants 

required to deliver a substantially lower total cost of 

ownership. 

  

Giva is a private company headquartered in Santa 

Clara, California serving delighted customers 

worldwide.  
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