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Salesforce Surveys - Case Study

What is it about?

Salesforce surveys is an enterprise feedback management 
solution that allows companies to collect, manage & act on the 
feedback from their customers.

Enterprise Feedback

Surveys
Customer Satisfaction Score (CSAT)
Net Promoter Score (NPS)

Use Cases
Customer Experience
B2B Experience
Employee Experience

Doesn’t Focus On
Market research
Polls
Quizzes



BACKGROUND

What is Salesforce ?



BRINGS
COMPANIES & CUSTOMERS

TOGETHER



Salesforce Customer 360

World’s #1 CRM
Integrated Platform & Best in Class Apps

Single Source of Truth
Connect Sales, Service, Marketing, Commerce, & IT

Fast Time to Value 
Ease of Design & Implementation

Scalable & Flexible Platform 
Solutions for Any Size Company or Industry



BACKGROUND

The missing piece...



Businesses using Salesforce lacked a way to understand their 
customers & employees sentiment & satisfaction.

B2C Customers B2 CustomersB2B Customers Employees

THE MISSING PIECE!



THE MISSING PIECE!

B2C Customers

73% of customers expect businesses to understand their 
needs but only 51% of them say that businesses do.

Source: Survey + State of the Connected Customer 2019



THE MISSING PIECE!

B2B Customers

90% of B2B leaders say customer experience is crucial to their company’s 
strategic priorities but only 20% of them excel at it.

Source: Survey + New Focus on B2B CX Growth, Accenture 2017 



THE MISSING PIECE!

Employees

84% of companies believe the employee experience is important
but only 9% are equipped to address it.

Source: Survey + 2019 Human Capital Trends, Deloitte



BACKGROUND

Addressing  the 
need!



Introducing Salesforce Surveys!



TEAM & TIMELINES

Sam
Design Lead

Kranti
Product Manager

Anoop
Product Manager

Malhar
Design Manager

Aaron
Go To Market

C

My Role

Part of this project right from the 
beginning & lead the design efforts 
from scratch.

Enabled collaboration across product, 
marketing & engineering teams through 
design sprints & customer journeys.

October 2018 to Present  |  6 major releases  |  14 Engineers 

Alekhya
Writer



DESIGN PROCESS

At the start of each release we would revisit the roadmap with leadership team, conduct 
design sprints, talk to customers & solve for the customer’s needs.

CcC

Design Sprints

2 or 3 day design sprint with all the 
stakeholders. Focusing on three how 
might we statements

CcC

Customer Calls

Facilitated by the Go To Market 
team, we would speak to existing & 
prospective customers

CcC

Design Reviews

Reviews with leadership team and 
subject matter experts from specific 
industries



SALESFORCE SURVEYS

Design Directions



The enterprise feedback experience today falls short!
DEEP DIVE INTO PROBLEM STATEMENT

Survey Invitation
Company wants 
customer feedback, 
sends a survey to a list 
of customers.

Data Collection
Collects feedback, finds 
that a set of customers 
are unhappy & addresses 
it gererically in isolation.



Feedback in isolation prevents meaningful action

Your CustomerYour Business

Surveys sent at wrong times

Out of context survey results

Generic feedback & follow up

ENTERPRISE FEEDBACK EXPERIENCE TODAY FALLS SHORT



Contextualize feedback across customer touch points
DESIGN DIRECTION: SOLUTION

Meaningful Enriching Impactful
Send personalised surveys
to the right customers after 

any interaction

Create meaningful follow-up 
actions that close the 

feedback loop

Relate back the survey results 
contextually to the exact 

customer & event



Contextualize feedback at every stage of a relationship
DESIGN DIRECTION: FEATURE SET

Survey Builder
Branded surveys, branching logic

Employees, B2B and B2C Customers

Customer Lifecycle Maps
Create lifecycle maps with stages 

& tie surveys to each stage
Data Mapper
Map responses back to Salesforce 
objects & crate follow up actions

Merge Fields
Push Salesforce data into survey 
content

Integrations & Analytics
Integrations with Salesforce apps 

& analytics dashboards, reports



SALESFORCE SURVEYS

Customer Journeys



Meet Angela

Outfitters reopened their retail 
apparel store after the lockdown.

She wants to knows if their customers 
who visited the store felt safe & if they 
would recommend others to visit.

Head of Customer Experience



Angela opens salesforce & navigates to surveys app
Salesforce Home Page

 



then, she clicks on create survey
Surveys Home

 



Starts with a NPS Template
Template Picker



Angela begins to modify the template
NPS Template



Types in personalized welcome message
Welcome Section



Inserts data field that resolves to recipient's name
Personalized welcome message



Finishes typing the welcome message!
Personalized welcome message



Angela’s Plan

Angela wants to capture the net promoter score.

Then, show a thank you page based on the given score with an 
appropriate call to action.

DETRACTORS PASSIVES PROMOTERS

DETRACTORS
Promise a call back

PASSIVES
Share a coupon code

PROMOTERS
Ask to refer a friend



Angela’s Plan 1 32

Create 3 different thank you 
pages & using branching logic, 
shows the appropriate one.

Maps the score back to 
customer’s profile.

Create tasks to call back for 
detractors & follow up through 

emails for promoters

This is how she gets the job done!



Deletes the paragraph question & starts to add the thank you sections
Editing Questionnaire

 



Types in content for promoters & clicks on insert
Adding thank you sections

 



Inserts thank you section
Adding thank you sections



Types in content for passives
Adding thank you sections



Types in content for detractors
Adding thank you sections



Angela clicks on define rules to add branching logic
Define branching logic

 



Opens the modal to setup branching logic for thank you sections
Define branching logic



Defines rules to show the appropriate thank you section
Define branching logic



Branching rules added! Next, map the response back to customer’s profile
Define branching logic

 



Opens modal to map the response back to salesforce tables
Define branching logic



Selects the destination table
Define branching logic



Selects the field
Define branching logic



Response mapped! Next, Angela wants to create a task to call detractors.
Define branching logic

 



Opens the modal to setup & assign the task
Create Tasks



Chooses the task to call back
Create Tasks



Assigns the task to escalation team
Create Tasks



Task created! With that Angela is done with the questionnaire.
Create Tasks



Now she navigates to ‘Distribution Maps’ page to setup the triggers
Distribution Maps

 



Selects the Instore Purchase maps, views the experiences in it & creates a new one
Distribution Maps

 



Enters details for the new experience
Distribution Maps



Selects the survey that will be sent for this experience
Distribution Maps

 



Sets up the triggers for this experience
Distribution Maps



Triggers added and the experience is active
Distribution Maps



Angela activates 
the survey

1 32

Build personalised 
questionnaire

Maps the score back to customer’s 
profile & create follow up tasks

Setup distribution maps & 
triggers to send survey

Customers who purchased 
from the store now receive a 
timely, personalized survey.

The response is mapped 
back to their profile with apt 
follow up tasks.



Survey Taker’s 
Experience



Survey Taker’s Experience



Angela built and sent a 
personalised, timely survey

Customer’s score is mapped back to 
her profile

Escalation team is notified to give a 
call back

Angela automated the entire process of capturing contextual 
feedback and addressing it meaningfully

Conclusion



Salesforce Surveys in FY21
Adoption & Usage

Around 1K Customers & $5M in revenue



Thank You.
Any questions?


