SpP NPS

Objective and Scope Table of Contents
NPS allow to perform the whole feedback loop directly in Salesforce CRM and provide users the following
experience: ® Objective and Scope
® Reference Documents
o View NPS survey results, and NPS Score evolution for their contacts / accounts, through visual dashboards ® Key Roles and
o Complete their feedback forms Responsibilities
o Track their NPS actions ® Version Control

Reference Documents

Frontline NPS training material

Procedure to create & update users in NPX SBS CRM Team is managing licenses NPX licences : 2 weekly reports are running to identify new
Icare users to be created in NPX or users to be deactivated . (New NPS users - NPS users deactivated recently Julien Gasqueton receive
automatic notification when action is required .

1 Notify customer 2 Send electronic survey
NPS Tool (NPX) NPS tool (NPX)
5 Close the loop 3 Conduct feedback call
Frontline Frontline

Frontline NPS
feedback loop

4 Take actions

Key Roles and Responsibilities

® SBS Support / Evolutive Maintenance Rachel Singer (WW) - SBS CRM functional analyst Clemence Rovelon
® Contact for data issues: Ayeshwaria Jeyakrishnan

Who can send again a survey? Commercial Excellence.


https://docs.google.com/presentation/d/1baQHuq4v1AiplrxBTOS9zcPMBj8arVoW5dS60jC59BQ/edit?usp=sharing
https://docs.google.com/presentation/d/1EETnjTlA0EmdpkifczN5S6QzIm3zTzGplYcM93hmWJQ/edit?usp=sharing
https://solvay-spp-crm.lightning.force.com/lightning/r/Report/00O0e000005NVtlEAG/view?queryScope=userFolders
https://solvay-spp-crm.lightning.force.com/lightning/r/Report/00O0e000005NVtvEAG/view?queryScope=userFolders
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