KINETICSURVEY

@ User and
Management Guide

Version 5.0

Revised October 14, 2010

235 EAST SIXTH STREET, SUITE 400B

KINETIC DATA <<hmcesoftware ST.PAUL, MN 5510
e WWWKINETICDATA.COM




Kinetic Survey User and Management Guide

© 2010, Kinetic Data, Inc.

Kinetic Data, Inc, a BMC Software® Solutions Partner.

Remedy, a BMC Software Company

Remedy, the Remedylogo and all other Remedy product or service names
and registered trademarks are trademarks of BMC Software, Inc.

Pagel



Kinetic Survey User and Management Guide

Contents
CHAPTER 1 OVERVIEW ...ttt ettt e staea e 8
KINBTIC SUMVEY oottt e e e e et e et e e e e e e e e e e e e e e e e nes 8
Kinetic Data and BMC Partnership........cccccoieieeeiiiiiieeeeeeeeeeeeeeeee 8
Kinetic Survey User and Management Guide...........ccccoevvvviiieeiecceeeenennen 8
Who Should Read this Manual?..............uueeiiiiiiiiiiceciiiiiiieeeeeeeee el 3
Related DOCUMENAtiON.........coooviiiii e e 8
CHAPTER 2 USERS AND GROUPS ADMINIS TRATION .....cccccceeeennn. 9
Kinetic Survey Users and GroUPS — ...eeeoeoiiiiiiiieeniniiicceeeiee et 9.
e [ 411011 = (o PP EEERRRRRR 9
SUINVEY MANAGET ... .. ittt ere e e e e e e e e e e ab e eaeen ]
SUIVEY INSPECION . ....iiiiiiiieiii ettt e e 9.
SUIVEY INEEGIATOL ......vviiiiiiiiiieiiiieii et a e e e e e e 10
SUINVEY REPOTET ettt ees 10
CHAPTER 3 CREATING SURVEYS ...t 12
Accessing the Survey Author Console ... 12
To access the survey author console...............cooevviiiiiiieeer e, 12
Survey Templates 1 Finding, Creating, Cloning, and Deleting  ....... 13
Finding Survey TemPIates.........c.vveiiiiiiiii e 13
To search for a survey template ..........ccoeeeeeiiiiiiiiiiieeeeeee 14
Creating a New Survey Template............oeiieiiiiiiicieeee e 15
Survey Status DeSCHPLIONS........uuveiiieiiiiiiee e 16
Changing the Status on a Survey Template...........cccccovvviiiiiiiiecc e, 17
Making Changes to an Active SurveyTemplate.............ccceeevevvvvvviveemennns 18
Change an Active Survey Template..........occuveeeieiiiiiiieecie e 18
Clone SUrvey TemMPIAteS .....cccooiiiiiiiiie e 19
Delete Survey Templates............uuvuuiiiieii e eceeeiie e 19
Creating or Modifying Survey Template Details ~ ..oooocoeeiiiiiiiiirie 20
The Pages Tab.......eeiiiiiiiiiiiee et 21
Creating EIEMENtS  ...oeieii it reee e 22
Add NEeW QUESHION.........oeiiiiiiiiiiee e ceeee e 23
The ANSWETS Tab...oiiiiiieee et re e 25
ANSWET TYPE..ooiiiiiiiiiiiiiiiieeee s e aeeeeenns 25
The Defaults Tab ... e 40
Enter a Default Value..........cccocvveiiiiiiies e 40
Enter Default Retrieved from Another FOrm..........cccoccvveeeeieneee. 40
The Validation Tab ... 42

Page2



Kinetic Survey User and Management Guide

The StYIE TaD.....eiiiiie e 44
Create @ Style.......cooiiiiiiiits e e 44

The NOtIfications Tab........ooiiii e A7
Create a New Notification.........ccccccociiiiis i a7

Modify Existing Notification ...........cccccceiiiiiiiies e, 48

The EVENES Tab.....ooiiiiiiiiiii e e 49
Dialog Examples fa EVENLS ..........evvviiiiiiiiiiiiceeee e 52
Other EVENE ACHIONS ....uviiiiiiiiiiieeeee e 54
The AdVANCEd Tab......cvvviiieie e 60
A PAgE ...ttt 62
Page BranChing...........ccoooiuiiiiiiiiee e 64
Page StYIE.. .. 65
Page EVENTS. ... e 65
REVIEW PAJE TYPE  oiiiiiiiiiiiiiee ettt ee e e 65
Review Request Page Type........cccieiiiiiiiiiiiiiies eveveeeeeeeeeeee e 65
Creating your own ReView URL...........ooooiiiiiiiiiiiie e 67
Required Parameters:.........cccoovviiiiiiiiiiiiiies cvvveveeeeeeeeeeee e e 67
Optional Parameters:.......c.ceeiiiiieiiiiiieiiis eeeeeiiiee e 67

7N [0 IR Y= Tox 1 o] o PP OPPPPPRRRR 69
Yo [0 I 1= 4 PP EEEURRR 70
o [0 [ =T = P 72
AtACHh @ NEW File......eeiiiiiiieii e 72
COPY IMAGE ..ttt ee ettt e e e e e e aan 75
PrOVIEW. ..ottt e e snneeee e d ©
Copy EXisting Element............ccooriiriiiiiiiieeeeecieene s eeeeeveeeeeeeeeeeeeennnn
Modifying and Deleting Elements ... 18
Modify EXISting EIEMENt ..o eieeee et 78
Delete EXiSting EIEMENL........ccoiiiimiiiiiiiiieecc e 78
MOoVING EIBMENES oo s 18
CHAPTER 4 EXTENDING YOUR SURVEY ....oooiiiiiiiiiiiee e, 80
The Style Tabh oo 80
Using the Style Tab.......cooiii e 81
Add or MOdify @ StYIE.......eeeeiiiei e 81
Delete @ StYIE.....cvviiii et ——— 82
Cascading Style SheetsPredefined Styles...........ccccccceeeiiiiiiicceeeeeeee. 82
The Notifications Tab ... 85
Using the Notifications Tab ... e 86
Adding an Escalation..........ccccoooiiiiiiis aeeiiiee e 86

Modify or Delete ESCalation............cooooiiiiiiiiiiceee e 88
AddING @ REMINAET........uuiiiiiiiiiiiiii e 88
Modify or Delete @ ReEMINAEr..........cvvivieiiiiiiiiieeee e 89

Page3



Kinetic Survey User and Management Guide

The Customer Surveys Tab ..o 90
Using the Customer SUurveys Tah........cccoocviiiiiiiiiiiieni e 90
Search FOr CUSIOMEr SUIVEYS.......cciiiiiieee e neee 91
VieW & CUSTOMET SUINVEY .....eviiiiiiiiiiiiee e e siee ettt e e e 91

SeNdiNg @ MESSAQE. ... .uuviiieeiiitiiiee e reeee bttt rmee e e e 95
EXPOrt/Print the SUIVEY ......cooeviieiii e 95
Sending or Generating a NEW SUIVEY .......cccuuvvriiirieeereerieeeireninnnnenereeeens 96
Send a Survey to a New PartiCipant:.........ccccooocvieereeiniiemnniieeee e 96
Resending a Survey to a Participant........cccccccvveeeeiiiiiicceeeeeeeeeeeee 97
Send/Resend a Survey to Selected Participants:............ccccccvvvvvvveeenn. 97
AAVANCEA SEANCK ... .uuiiiiiiiiiiiiii e 98
Perform Advanaed Search:..............ceiiiiiiiicee 99
Open an ANONYMOUS SUMVEY.......uuiiiiiiiiieeieiiisseeeseeseetiseeseerinneeseesinmnsens 100
The REPOIS Tab ..eeeiiiiiii e 101
The SOUrCes Tabh .oooviiiiieiei e 102
I T T T=T = PO 102
RUIBS .. e 102
DalA ST i 102
INtegration POINES ........ciiiii e eeeer e e e e e e e e aanens 103
Create, Modify, or Delete Triggers: ....ccccccveveeeieeeees s 103

Batch INtegrationS .........uvuviiiiiiiiiiiiiiiies veveeeeeeee s 106
Managing Survey Integration RUIES.............cccooviiiiiiiieec e 110
Add or Delete @ RUIE..........eeiiiiiiie 110
Delete @ RUIE.......coo e 112
Dat@ SETS.. .ot raae s 112
Setting & Data Set.......occvviiiiiiiiiiiiies e 112

The Settings Tabh ..o 113

EXpiration Days SEttiNg .........cccoiiiiiiiiieiieimiiiie e ee e 113

Add, Modify, and Delete Expiration Date............cccccceeeeeiiiieceeeeieeeennn, 114
Setting up Other ArbULE TYPES ...ooveviiiiieiiiiieee e 114
WED MESSAGES ...ttt ettt 115
To Add @ WeEbD MESSAQES........ciiieeiiiiiiiie i eeeeiie e e e e ee e mnmeeeees 115

To Modify or Delete a Web MeSSage......ccceeeeeevvvviveviiiiieemeeeeeivin, 116

The Advanced Tab .....oooiiiiiiii e 117
Modify advanced tab functions: ...........ccccceeeiiiiiiiiiiee e, 117

THEe AUt TAD ..o e 120
View More Detail on Audited Change.........cccccovcuviiiieiiiiiennniiieeeeees 121
MOodifying PermiSSIONS. ........coiiiiiiiiiiieeiiieen e rmeee e 121

AFCRIVE TaD ettt e e 121
Setting Up the FOMMS.......ooiiiiiiiiice e 121
Viewing the Archive Tab........cccccoiiiii e 122
Using The Archive Tah........coooiiiiiieee e 122

Survey Controlled vs. Externally Controlled...............c.evveiiiiiieanennnes 123

Page4



Kinetic Survey User and Management Guide

Configuring ArChiVING...........uuiiiiiiiiiiiie e 123
CHAPTER 5 MANAGE SURVEYS.....cciiiiiiiiiiee e 125
GlObAl SEAICH ..ooiiiiiiiee e 126
Global REPOMING  .evieiiiieiiiiie it reei e 126
Message TEMPIALES  .......vviiiiiiiiiiiiiie et 126
Search for Message Template............ocooceiiiiiiiiieeen e 127
Create, Clone, or Edit a Survey Message Template.............cccceeeveneee 128
A FIEIUS. .. 131
AAChMENTS TAD ..eveiiiiii e 132
Clone @ TeMPIALE ......oiiiiiiiiii e 133
LISt MABNAGET oottt ettt smee e e e e e e st e e e eane 134
NEW LISES ..ttt ee e ettt e e eeeb bt e e e e e e e et e e e eeeeseemneees 134
Creating @ NeW LiSt.......ccovviiiiiiiciis e 134
SIMPIE LIST..ceiiiiiiiiiiiiei ittt 135
List from Submission RESUILS..........ooeiviiiiiiiiiii e 136
List from Other LiStS......cooeeiiiiiiei e e e e 138
Modifying/Deleting LiStS .......coiiuiiiiiieiiiiiiiieeeee e 139
Send Survey to an Entire LiSt.........ccevvvieiiiiiiiiiieeeee e 139
Creating a New List Member.............oviiiiiiiii e 140
Modify an EXisting MembDer..........occviiiiiiiiiiieeeeeee e 143
Send a Survey to One or More Members..........cccooovieiiiicceeen e, 143
Other List Manager FUNCLONS.........coiiiiiieeiiiiieeeieeee e 145
Searching for MEMDBErS..........coiiiiiiii e 145
Adding LiStS t0 @ MeMDET.......coiiiiiiiiei e 146
Vi ewing a Member.0.s.. . SULV.eY.S ... 147
ConfiQuIration  .......cooiiii e 149
Web AdmIiN CONSOIE........ccoiiiiiiieiieeee e eeeenee e 149
PrOPEITIES. ...ttt 150
LI 53 Q= T = Vo 1= 150
IMPOIT e e 151
EXPOIT. . 152
[0 T[] o PP 153
[T 01T o [T g o] 1 PUPUN 154
LICENSING. ¢ ettt et 155
Update WED SEIVEL........cooiieieee et e e 155
Configuration Manager Tabs.............uuiiiiiiiiicicceeie e 157
CategoriesS Tab......ccoiiiiiiiiiie et 158
Add @ NEW CategOry....cccoiiiriiiieeiiiiiiie et 158
Delete @ Cat@gOrY......cuiiiiiiiaeeeae e 159
LS S I o SRR 159
Configuration ItemMS Tab .........ccoiiiiiiiiiiiiier e 159
Add a Configuration IteM ..ot 159

Modify a Configuration Item ...............eueeiiiiiiiiiieceiiiiiiieeeeeeee e 160




Kinetic Survey User and Management Guide

EXCePLONS Tab.....ccoiiiiiiiieei e 161
The AUt TaD ..o 161
View an Audit [TEM: ....ooii e 161
WED MESSAGES T ...ttt 162
Manage Messages Tabl.......oooviiiiioiiiiiiiieeeee e 163
Attribute TYPES Tab...oooooe e e e s 164
PAttern Tab.......ceviiieie e e 165
Deleted TEMPIALES .......coiiiiiiiiiiii e 166
Ta1=Te = ViToT a1V, F= TaT= To = 168
INtEQration POINTS......covviiiiieee e reee e 168
Adding an Integration SOUICE........cccouiiriiieeiiiieeniee e 169
Delete an Integration POINt ...........ccuvviieiiiiiiiieeeeeee e 170
System RUIES Tah.......uuiiiiiiiiiiiii e 170
Dal@ SIS, ..ot aae e 170
Creating & Data Set..........coiiiiiiiiiiiiiieeei e 171
Data Set MapPingS.....ccooviiieieiiiies e e e e e e e 172
Creating Data Set Mappings.........ccuuureieiiinieieeeceeeis e e e e e e eeeeeeevevennnans 173
RePOrt Manager ........cooiiiiiiiiiii e 175
CHAPTER 6 SURVEY SUBMISSION MA NAGER........cccccccininnnn 176
Accessing the Submission Manager Console — .......ccoccciiiiiiiiienenieenn, 176
To Access the Submission Ma@ager Console.........cccccevviiiieiieeeeenn. 176
Customer Submission Details  .......oovviiiiiiiiee e 177
Using the Customer Surveys Tab.........ccoovvviiiiiiiis i 177
Finding Survey TemMPlates.........cuuviiieiiiiiiicieeeee e 177
Search for CusStomer SUINVEY(S)....ccieeeeeieiiieieiiiic e e e e e eeeeenns 177
View the CUSIOMET SUIVEY........uuiiiiiii e eieeeeeeieeee e eeee s 178
SENA 8 MESSAGE. ... ueiiieiiiiiiiee ettt 180
EXPOrt/Print the SUIVEY .........ooiiiiiiie e 180
Advanced SEAarCH..........ocuviiiiiiiiee 181
Perform Advanced Search.............cooociiiiiiieeen e 181
REPOIS. ... e 182
FIasShDOAIAS. .........uvviiiieiii e 182
CHAPTER 7 SURVEY REPORTING ......ccciiiiiiiiiiieeeee 183
Setting Up the REPOrt SEIVEr oo 183
Set up the Report Server User TOOL: .......vvvceeiiiiiiiiiiiiieeeee e, 183
RUNNING REPOIMS oottt e e 184
RUN @ REPOI:. ... ereee e 185
Advance d Report CONSOIE  ........uiiiiiiiiiiieieie et 185
Open Advanced Report ConsoleGlobal..............coooiiiiieene s 185

Page6



Kinetic Survey User and Management Guide

Open Advanced Report Console’ Selected Survey Template................ 185
Using the Advanced Report CONSOIe............cooiiiiiiieiiiccen e 186
SAVEA SEAICHES ....iiiiiiii i 188
Create a SAvedSearch..........cooooii i 188
Use @ Saved SEArCh.........ooiiiiiiiiiiiiiieeee e 189
Standard REPOIS  ..veeiiiiiiiiieeeee e 190
CUSTOM REIOMS .eveiieiieiiiie et ee e e e e e 203

Page7



Kinetic Survey User and Management Guide

Chapter 1 OVERVIEW

KINETIC SURVEY USES

Use your surveys for these and
other purposes:

e Call scripting

¢ Forms management

e Data validation

e Knowledge assessment
e Voting

e Event registrations

NOTE

This manual is intended for
Kinetic Survey managers and
users.

KINETICSURVEY

Kinetic Survey is a comprehensive tool for creating and administering
surveys of all types using BMC Remedy Action Request System®.

You can generate surveys quickly across large or smallgroups with
guestions specifically tailored to them.

KINETICDATA AND BMC PARTNERSHIP

As a BMC/Remedy user, you know that Remedy delivers service
management software solutions that enable your organization to automate
and manage internal and external service and support processes. As a
BMC Solutions Partner, Kinetic Data delivers Remedy system
enhancements expanding Remedy capabilities and processes that save you
time while providing results faster and more efficiently.

KINETICSURVEYUSER ANDMANAGEMENT G UIDE

This manual provides processes and procedures to create surveys, their
templates and questions, review completed surveys and reports, set up
users of Kinetic Survey, localize surveys, as well as manage and administer
surveys for your organization.

WHO SHOULDREAD THISMANUAL?

To use Kinetic Survey, you must have user privileges. SeeUsers and
Groups Administration.

Related Documentation

A Kinetic SR Installation and Configuration Guide

A Kinetic Survey Integration Manual

A Kinetic Survey Release Notes

Page8



Kinetic Survey User and Management Guide

Chapter 2 USERS ANDGROUPSADMINISTRATION

The purpose of this chapter is to provide Kinetic Survey system
administrators with definitions of user groups to apply within the Remed y
user setup and security, which allows you to understand how to manage
security. Typically, system administrators assign and manage groups and
users.

KINETICSURVEYUSERS ANDG ROUPS

Kinetic Survey delivers seven user groups for user security. Please see
your Remedy Action Request System documentation for more information
on assigning Kinetic Survey User Groups to users.

There are five types of users: Administrator, Survey Manager, Survey
Inspector, Survey Integrator, and Survey Reporter.

ADMINISTRATOR

This user has Remedy AR System Administrator permissions and is often
the person that installed the application. The Administrator has access to
all forms including background survey configuration information and can
add users and groups to the AR System.

SURVEY MANAGER

This user creates and modifies surveys sent to customers or employees.
The number of Survey Managers allowed for the system corresponds to
the number of purchased Kinetic Survey user licenses. This user must have
the following groups added to th eir user record:

KS_SRV
KS_SRV_Manager
KS_MSG, KS_CORE

SURVEYINSPECTOR

This user can view survey results, add notes to surveys and close surveys.
Kinetic Survey does not limit the number of Survey Inspectors allowed to
access the system. This user must have the following groups added to
their user record:

KS_SRV
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KS_SRV_Inspector
KS_MSG, KS_CORE

SURVEYINTEGRATOR

This user has access to managing the integrations associated with Kinetic
Survey, sometimes this user may have more technical expertise in creating
gualifications from a data source that funnels customer information into
Kinetic Survey. This role can, and often will, be the same person as a
survey manager.

KS_SRV
KS_SRV_Manager, KS_SRV_Integrator
KS_MSG, KS_CORE

SURVEYREPORTER

This user has accessto reports associated with Kinetic Survey. Reports
are run either from within Kinetic Survey or an application like Business
Objects. This role is often the same as the Survey Inspector.

KS_SRV
KS_SRV_Reporter
KS_MSG, KS_CORE

Table 1: Kinetic Survey User Groups

Group Name Group ID Description

KS_SRV 10105 Required . All users must be assigned
to the KS_SRV group to access the
Kinetic Survey application through the
user tool. Customers that are only
completing surveys do not need a
license of any kind.

KS_SRV_Manager | 10305 Assign users to this group who create
surveys. IMPORTANT: Licensing is
based on the number of users in this
group. Each person assigned to this
group requires an additional license
and fee. Contact your Kinetic Data
sales representative for more
information on licenses.
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Group Name

Group ID

Description

KS_SRV_Inspector

10306

Assign users to this group to view
completed surveys. This group cannot
create or modify surveys.

KS_SRV_Reporter

10307

Assign users to this group who create
or modify survey reports, but are not
already part of the Survey Manager or
Remedy Administrator groups. This
group has visibility to all survey-
related forms for reporting purposes.

Use this group to give user access to
all background forms for reporting,
but not a Survey Manager or Remedy
Administrator.

KS_SRV_Integrator

10310

Assign to users who need access to
create new integration points (data
sources) for Kinetic Survey.

KS_MSG

10110

Assign users to this group who create
and modify survey message text.
Typically, these are the same users
who have KS_SRV_Manager
permissions.

KS_CORE

10010

Required . All users must be assigned
to the KS_CORE user group to access
shared menus and forms across all
Kinetic Data applications through the
user tool.
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Chapter 3 CREATINGSURVEYS

NOTE

The first time you access the
Survey Author Console you
might see the form listed as
KS_SRV_Manager. Survey
Author Console is the alias for
this form.

This chapter provides procedures for you to perform the following:

A Accessing the SurveyAuthor Console

A Survey Templatesi Finding, Creating, Cloning, and Deleting
A Creating or Modifying Survey Template Details

A Creating Elements

ACCESSING THESURVEYAUTHORCONSOLE

From one single place, Survey Author Console, a user or manager can
perform all typical survey tasks including; create surveys, add questions,

display options, monitor results, run reports, and much more.

To access the survey author console

a. Openthe Remedy AR System User Tool. From the AR System User

toolbar, select the Open icon.

[E]

Figure 1. Remedy Open Icon
-Or-

From the AR System User toolbar, select the File menu and Open .

1. The All tab of the Open dialog displays, listing all Remedy forms.

Al IFind | Favorites | Recent |

Figure 2: All Tab on the Open Dialog

2. From the All tab list of the Open di al og,

Aut hor Cons odpend

and

c |

highl i gh-t

i ck
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# BMC Remedy User - [Kinetic Survey-Author Console (Search)]

@ File Edit View Tools Actions Window Help - g x
alet 2l #l7| sl@l 5] wl
KINETIC

SURVEY Suryey Author Console

Manage Surveys Survey Templales

v Search Category
Global Search

ES 0 i3 07 4
emplate | | Template Import IFrame &

Gilobal Reporting Library Kiretic Image Library | H iDemo 8/2/2006 50 SEEE IS
Message Templates Opt Ot Sur Opt Out Survey iMew 11104200 :Dema 9/26/2005 8: =

CONFIRMA Defaulk Confirmation Pag:New 11104200 :Dema 9/26/2005 8: Seaich Stat
iSurvey Customer Satisfaction Subew 111419/200 ibhanson 13412007 &1 (CEEEIEE
i Startup Survey iMew 111/17/200 Dema 322007 1: -

Cortiquration e
New Cone | Delete | Ssarch Clear
Int

ntenration Manager

List 4 anager

Rona o Survey Template Details

Category Type Survey Template Name

[5vSTEM DEFaLLTS =l [oates | [Cocale Speciic Dates Survey

Survey Description Status

‘Use this to set dates for other locales |New j Open Anonymous

F‘agas] Style ] Matifications ‘_I;Hs__tc_!mg!_gq_nﬂa_\@_:l Hepollsl Soulcas] Sellingsl Advancedl At I Archive]

Search: | o e | Search Clear

Survey Sent Date[Last Hame [First Mame [Status ['Vaslidation Status [Emai-Fhone fo—

Complete

[RejSend

Delete

Send New
< 5| Advanced Search

< Previous Hext »
Save Help

Ready Demo appal

Figure 3: Survey Author Console

SURVEY TEMPLATE® ANDING, CREATING CLONING,
AND DELETING

From the Survey Author Console  you can create, delete, and search for
survey templates:

A Finding Survey Templates
A Creating a New Survey Template
A Clone Survey Templates

A Delete Survey Templates

HNDING SURVEYTEMPLATES

The Survey Manager screen has three sections:

A At the top, the Survey Templates section displays survey templates
currently available in the system.
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A At the bottom, the Survey Template Details  section displays survey
template details highlighted in the top section.

A On the left-hand side of the screen are hyperlinks underneath Manage
Surveys for you to perform advanced functionality on your surveys.

Using the Category and Type fields and Status drop-down list of the
Survey Manager Consoleenables you to search for surveys by
categorization or status.

To search for a survey template

1. Access the Survey Author Console.

2. Highlight the name of the survey template.
-Or-

3. To narrow the search, select one or more of the following fields:

A Inthe Search Category field, select the name of the survey
template category.

A Inthe Search Type field, select the type that corresponds with
the Category selected.

A Inthe Search Status drop-down list you can select one of the

following:
U New
U Active
U Inactive
U Closed
U Delete
U (clear)

4. ClickSearch.

5. To begin another search and clear the Search Category and Search
Status fields, click Clear .

Details of the survey template selected in the table display in the lower
half of the form.
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NOTE:

Newly created templates
inherit all style information
configured for the survey
product. These default
styles are set in the
Configuration Manager

TIP:

Targeted surveys are
appeals specific to a
particular person.
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CREATING ANEW SURVEYTEMPLATE

Access the Survey Manager.

1. Atthe bottom of the survey templates table on the Survey Author
Console, click the New button. The New Survey Template dialog
displays.

X

E New Survey Template (appaloosa)

KINETIC
SURVEY New Survey Template

Category Type Survey T Mame

‘Samples ﬂ || &
Survey Description
‘ J v Allow Anorgmous Sureeps

Save | Cancel |

Figure 4: New Survey Template Dialog

2. The Category field defaults to the current category. By using the
drop-down list you can select a different category. Categories are
defined by your Administrator, and can include permission groups. For
more information see the configuration section.

3. Inthe Type field enter a type or select one from the drop -down list.
Types are specific to a category and are not mandatory.

4. Inthe Survey Template Name field enter a name for this survey
template. The Name must be unique within each category.

5. The Survey Description  field allows you to enter a description for
this survey. If you select the ellipses (é ) adjacent to the field, a dialog
displays for you to enter more data.

6. Allow Anonymous Surve ys gives you the ability to present surveys
without designating a specific recipient. An example would be having
a survey that anyone can access from your Web site. This status is
excellent for testing and refining the presentation of your template.

7. Click Save.

You can now begin to create questions or other elements for your for the
survey template.
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# BMC Remedy User - [Kinetic Survey-Author Console (Search)]

@ File Edit View Tools Actions Window Help - g x
el 8l 7| =@ B Wl
KINETIC
SURVEY Survey Author Console
Survey Templates
Manage Surveys = Y P St BT
Global Search -
Giohal Reparting Seaich Type
Message Templates ad
Search Status
List 4 anager
Confiquration
New Cone | Delete | Ssarch Clear
Inteqration Manager
Rona o Survey Template Details
Category Type Survey Template Name
|5amples j |Examp\s hd |New Template
Survey Description Status
‘New Sample Description J |New j Open Anonymots
I Style ] Not\l\cations} EustomelSuNeys] Hepollsl Soulcas] Sellingsl Advancedl At I Archive]
Mame [Guestion Value [answer Type 1D /]
PAGE Initial Page 1 add
Modify
Delete
_te |
Down
Page Editing
Febuild Lapout
Save Help
1 entries returned - 1 entries matched Demo appal

Figure 5: Survey Author Console with Newly Created Survey

Survey Status Descriptions

Surveystatus def i nes t he s wstate. ghysintluwesmbdast e 6 s

for testing, whether integrations will fire, and ability to complete sent or in
progress surveys.

Table 2: Survey Status States Descriptions

Survey Status Description
New This is the testing mode for th e survey
template. All functionality is available from
this status.

Changes are not audited in this status
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Survey Status Description

Active Active survey templates are in
production.

Modifying questions, integrations, and
other configuration items are disabled as
changes to an active survey can skew
survey results or cause other unexpected
issues.

If a change needs to be made to an active
survey template, you must click on the

AAl'l ow Modi ficati ongd
make any changes.

Any changes are audited in this status.

Inactive Participants can complete surveys but
new surveys cannot be sent to
participants.

Closed This locks the survey and changes cannot
be made. New surveys cannot be sent
and surveys in the field cannot be
completed.

Delete This deletes a survey. Youcan only delete
a New status survey from the Survey
Manager.

Surveys can go between Active , Inactive and Closed as often as
needed. However, a survey in the Active , Inactive , or Closed status
cannotreturn to a New status. Before changing the New status to
Active , be sure you are ready to deploy your survey.

CHANGING THE STATUS ON ASURVEYTEMPLATE

All survey templates start in a New status. To change to another status,
select the desired status from the
6Saved butt
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MAKING CHANGES TO ANACTIVESURVEYTEMPLATE

Once a survey template is in active state, you can no longer make changes

to it, by default, as it is now conside
are times when an active survey must be changed. Any ch anges made

to an active survey template will be audited.

Change an Active Survey Template
1. Select an Active survey template from the Survey Templates field.

2. Your survey template displays in the Pages tab. Notice that the Add,
Modify, Delete and Page Editing buttons are disabled.
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Figure 6: Active Survey Screen
3. Click the Allow Modifications  button.
4. The Add, Modify , Delete and Page Editing buttons are now active.

5. Make your changes. When prompted to save your changes, click the
Yes button.
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TIP

Use cloning of an existing
survey template to create a
copy for testing changes.

TECHNICAL TIP

To restrict managers from
deleting surveys remove the
KS_SRV_Manager permissions
from the Delete button and
status.
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CLONESURVEYTEMPLATES

A cloned survey template copies all of the questions, notifications and
attachments from the original; in essence, it is an exact duplicate o f the
original.

Cloning a survey template is useful when creating surveys for different
locales, such as a U.S. English survey and a FrenchCanadian survey, or
when you want to survey for a particular period, such as to segment first
quarter surveysfromsecond quartero6s in order

For reference, when you clone an original survey template, the clone
retains the Survey Instance ID of the originating survey. Subsequently, if
you clone a cloned survey template, the cloned child retains the Survey ID
of the originating survey as well.

For example,

A If Library Survey A is cloned the Original Survey Instance ID for
Library Survey A-Clone is:

KS00DOB7A9C485fULjPwldyyEWDAUA

A If Library Survey A-Clone is again cloned the Original Survey
Instance ID is also:

KS00DOB7A9C485fULjPwidyyEWDAUA

1. Access the Survey Author Console.
2. Highlight the name of the survey template.

3. ClickClone . A dialog appears asking what you want to call the new
template.

4. Modify this clone as needed.

DELETESURVEYTEMPLATES

1. Access the Survey Author Console.

2. Highlight the name of the survey template.

3. Click the Delete button.

4. Click the OK button when prom pted with the dialog. Any deletes will

be audited and can be viewed from the Configuration hyperlink on
the left side list, and then click on the Audit page.
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Caution! Deleting a Survey Template deletes all completed surveys
associated with the template

If a Survey Template is deleted by accident, contact your AR Administrator
or Remedy Administrator, immediately. The Template is not officially
deleted from the system for a minimum of 24 -hours and can be retrieved
by your administrator if they are noti fied within that timeframe.

CREATING ORMODIFYING SURVEYTEMPLATEDETAILS

From the Template Details section of the Survey Author Console you can
create or modify survey questions, set up notifications, establish rules,
display options and more.
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Figure 7: Survey Author Console

In this section, we describe procedures to create and modify the details of
a survey template. This section is organized by the tabs of the Survey
Template Details  section of the Survey Author Console.

A The Pages Tabd Allows you to create questions, add images and text
to your survey, and edit the look and feel of the survey.
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A The Style Tabd Allows you to manage style (CSSCascading Style
Sheets) information for your entire template.

A
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The Notifications Tabd Allows you to create escalations to send to
managers or others monitoring when a survey is submitted. Also
allows you to create reminders to send to survey invitees when they
have not filled out a survey after a particular period of time.

A Customer Surveys Tabd Allows you to view completed surveys and
generate a new survey to send to other participants.

A Reports Tabd Allows users to run reports against customer surveys. Its
functions are described in Survey Reporting.

A Sources Tabd Allows you to view integrations to other Remedy
applications connected to this survey.

A The Settings Tab & Allows you to configure other attributes related to a
service item such as version, business unit, and other configured
attributes.

A Advanced Tabd Allows additional formatting of your survey, as well as
additional advanced features.

A Audit Tabd Allows you to view the changes to the survey template
including the change, person making the change and the date/time.

A Archive Tab- Allows you to set the criteria for archiving surveys from this
specific template.

THEPAGES TAB

The Pages tab displays information regarding the elementsthat make up
your survey. These elements include:

A Pages: Pages come in three types: the Contents page, a Review
page, and a Confirmation page. All of the elements below reside on
a page.

A Contents pages include questions and other elements including a
Submit button.

A Review pages allow a customer to see the previous pages they
have completed in a survey. It can also be accessed with a direct
URL.

z

A Confirmation pages do not include questions or a Submit button
but can include text and images. A confirmation page is not
required. If a confirmation page is not included, the default
confirmation page will be used.

A Sections: Sections are groupings of other elements that can include
guestions, text and images. They are useful for hiding, as entire
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sections can be hidden or shown without having to hide or show
individual elements. However, sections are not required for a survey.

A Questions:  Questions are the reason for any survey. Questions can
include different answer typ es, defaults, dynamic lists, and branching.
See Add New Question for more information. You can create new
guestions or copy questions from other surveys.

A Text: Text can be static text or dynamic text that is looked up from
somewhere else in your survey. For instance, you could include the
personés name in the survey or includ
guestion.

A Images: Surveys can include one or more images. Images may include
a header image at the top of the page, or images within the body or
footer, they can also be shared from one page to the next.

A Copy Existing Element: Elements can be copied from a source
template to a destination template.

CREATINGELEMENTS

From the Pages tab, survey elements can be created, modified and
deleted. Elements can also be re-ordered and each page can be edited to
change fonts, layout and more.

In order to add new elements such as questions and sections to your page
use the Add button from the Pages tab.

1. Click the Add button.

2. Adialog displays where you can select the element type you want to
add.
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Figure 8: Select Element

3. Click the element you want to add and a dialog specific to that
element displays.

Note: Each element will be discussed separately.

>

Add New Question

>

Add Page

>

Add Section

>

Add Text

>

Add Image

>

Copy Existing Element

ADD NEWQUESTION

When you select Add New Question  from the Select Elements dialog, the

question dialog displays.
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Figure 9: Survey Question Dialog

Within the Survey Question dialog an author can choose specific answer
types, set defaults, validate an answer, or create events for this question.

Tabs from the questions dialog are individually explained (i.e., Answers,
Defaults, Validation, Style, Events, and Advanced), as follows.

1.

Enter your question in the Question field. This is what will be shown
on any reports that are run against this survey template.

If needed, enter a Question Label.  This is what shows up in the
browser of the user. It can include any HTML markup. If this is not
entered, the Question value will be inserted here.

Note: Click the Blank checkbox for a clear or empty label.

When a survey author is referencing a question, the information under
Menu Label will show in the various menus referencing this question.
Examples include; page editor, creating qualifications, adding fields to
a message template, etc. (By default, the question label will include
the first 40 characters of the question field. If you would like
something more descriptive for menus you can enter it here.)

4. Select an Answer Type from the drop -down list.
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The Answers Tab

The Answers tab displays specific fields relating to individual Answer
Types as they are chosen. These fields are the means through which
users or managers create survey questions.

ANSWERIYPE

Depending on what you select from the Answer Type drop-down list you
will see different options according to the Answer Type. For example, if
you select Free Text you will see a different win dow than the List type.
There are different Answer Data Types to select from and each one
changes your screen to reflect data input needs. They are:

A Attachment
A Date

A Date/Time
A Decimal

A Dynamic List
A Email

A Free Text

A Integer

A List

A Numeric Range

Attachment

Attachment questions allow users to add attachments on survey
submissions. File size can be restricted as well as file types using this type
of question.

1. SelectAttachment from the drop-down list adjacent to the Answer
Type field.

2. The Answers tab repopulates with new fields.
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NOTE:

Answer Mapping is a valuable
tool that requires a little careful
planning to assure intended
results.

Multiple questions can be
mapped to the same field but it
is important to understand that
the last value submitted is
actually written or stored into
that field.

Example: If you have a validation
status answer mapped question
on Page 1 and a validation status
answer mapped question on
Page 2 and they are filled out in
both situations, Page 2 will
override Page 1.
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Figure 10: Attachment Answer Type Fields

3. Adjust the Text Size . This is the size of the field shown to your
users.

4. As an option, click the drop-down menu for Answer Mapping.

A valuable tool offering the ability to map an answer into a survey
base record, Answer Mapping is accessible from all Answer Data
Types. As an example, in a survey where one of the questions is
AFirst Named, the answer can be
al so be stBirredt i Maméee fii el d of
making it accessible for reporting and messaging purposes.

Another useful example would be in triggering additional workflow.

For instance, a guestion such as
be mappedint o t he fAValidation Statuso
record.

5. File size limit is set to default at 1024 kb (1 MB).

Before changing the File size limit  field, check with your Remedy
Administrator as to the volume of attachments you are expecting
to avoid overwhelming the database.

6. If needed, click Enforce Field Types and select a file type from the

Types Allowed drop down list. Choices are .doc, .gif, .pdf, or .xIs
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files. Other file types can be added by your Administrator. Multiple
file types can be selected, but should be separated by a space.

7. If needed, change either the Upload label or Clear label . These
values show up on buttons next to the field where users can select an
attachment to include in the survey.

8. Click the Save button if you are do ne editing the question. If not,
continue on to the other tab descriptions.

Or

9. ClickClose button if you do not want to save your data.

Date

Date questions allow you to collect date based information in a variety of
ways. When a date question is submitted by a user, Kinetic Survey
formats the date in an ISO standard format 7 YYY¥MM-DD. Date
questions always default to the current date.

1. SelectDate from the drop -down list adjacent the Answer Type field.

2. The Answers tab repopulates with new fields.
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Figure 11: Date Answer Type fields
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3. Select a text size. Only needed if you select Display Question Value
(see below). This sets the width of the Display Question Value field.

4. Click on the drop-down list adjacent the Answer Style field and select
the appropriate language. This refers to the list of months. New
| anguages can be added by addaideng
Specific Dates-Survey0 i n t he SYSTEM_DEFAULTS

5. Click the Allow Blank check box to allow users to submit a blank date
field.

6. Click the Show Calendar check box to display a calendar widget on
your survey.

a. You can chose to hide the standard date fields and just show the
calendar widget by selection Hide Date Fields

7. Click the Display Question Value check box to display the date.

8. Select an Answer Mapping if desired. Answer Mapping will map the
answer from this question back into one of the request base fields.
See Answer Mapping under the Attachment section above for
details.

Date/Time

The Date/Time answer type is an expansion of the Date answer type to
include time. By default, a Date/Time question displays six fields, year,
month, day, hour, minute, and AM/PM. You also have the option of
displaying a date/time widget, and the actual date/time value. When a
date/time question is submitted by a user, Kinetic Request formats the
date in a standard ISO format i YYY¥MM-DDTHH:MM:SSZ, even though
the date displayed on the form is Day Name, Month Name Day, Year
Hour:Minute:Seconds (24 hour time format). Date/Time questions always
default to the current date and time.
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X

E Question Dialog (bobcat)
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Figure 12: Date/Time Question Dialog

1. SelectDate /Time from the drop -down list adjacent the Answer
Type field.

2. The Answers tab repopulates with new fiel ds.

3. Select a text size. Only needed if you select Display Question Value
(see below). This sets the width of the Display Question Value field.

4, Click on the drop-down list adjacent the Answer Style field and
select the appropriate language. This refers to the list of months.
New languages can be added by adding new lists to the template
fiocale Specific Dates-Survey0 i n t he SYSTEM_DEFAULTS

5. Click the Allow Blank check box to allow users to submit a blank
date/time field.

6. Click the Show Calendar check box to display a calendar widget
on your survey.

a. You can chose to hide the standard date/time fields and
just show the calendar widget by selection Hide Date
Fields .

7. Click the Display Question Value check box to display the date.
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